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ABSTRACT 
 
Human resource management, or people management, is concerned with the 
philosophies, policies, programmes, practices and decisions that affect the 
people who work for an organisation. The various people management 
functions are aimed at helping the organisation achieve its strategic goals and 
as such are an integral part of the management process. 
 
People management consists of several aspects and sub-divisions of which 
pro-active conflict handling and management is one and which is also the 
subject of this study. The objective of this study was to assess causes of conflict 
and interventions and styles of conflict management in the workplace. 
Workplace politics, change management, diversity, cultures and religious views 
are but a few major sources for the emergence of conflict. We are currently in 
the era of fast change or more aptly put “hyperchange” and conflict is inevitable 
and management styles can also create and/or escalate conflict situations 
including, the composition of diversity in the workplace. This adds to the new 
challenges of management. Organisations in this decade need to acknowledge 
that their management styles of days gone by are not relevant anymore and 
one must understand to recognise conflict and resolve it in an appropriate 
manner.  
This study assessed the major causes of conflict in the workplace and whether 
the managerial style of managers and management interventions impacts on 
the overall conflict situations experienced by staff members in organisations in 
Cape Town and Windhoek. It also gave an indication if interventions and conflict 
management training/programmes are in place or used, if at all. Sometimes 
conflict is resolved successfully or unsuccessfully and what impact it has on the 
managers, his/her staff and colleagues and the organisation as a whole.   
This can have a detriment impact on the business and the culture within the 
organisation and which could result in or give rise to high labour turnover, 
underlying unhappy staff and disempowerment of managers and staff and poor 
production and service levels. 
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CHAPTER 1: INTRODUCTION AND STATEMENT OF 
PROBLEM 
 
1.1 Introduction 
 
Conflict management seems to be the latest challenge in Namibia and the new 
South Africa, due to the workplace changing from a White male dominated 
workplace to people comprising of women in managerial roles, different racial 
groups and different religions and cultures working together. Diversity is not the 
only problem but may have contributed in compounding the problems of various 
types of conflict we may experience in the workplace.  
 
As pressures mount for South Africa and Namibia to develop into world class 
organisations, senior management are placing a lot of pressure on staff and 
managers to perform. Conflict situations occur as different management styles 
clash, ongoing underlying hostility occurs, and little or no interventions take 
place in this specific area, to resolve conflict successfully in the workplace. 
 
Conflict has become an integral part in the workplace environment and these 
changes are growing in magnitude, impact and frequency. It becomes 
increasingly important for the survival and growth of organisations to 
successfully accommodate new demands made on them. The wrong type of 
conflict can be a serious problem in any organisation. It might not bring about 
the demise of a company but it can certainly hurt an organisation’s 
performance, as well as lead to the loss of many good employees.  
 
The changing new emerging markets and expectations companies have to 
serve, mergers and acquisition with developed market companies, the fast-
changing and competitive environment in which they must operate, has meant 
increased pressure on managers and staff to run and manage departments in 
such a way to compete with international companies and globalisation. These 
continuous and rapid changes in the working environment make people feel 
threatened (White employees with regard to affirmative action), insecure (all  
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employees with regard to the changing roles and mergers and competitive 
companies) and impatient in the case of previously disadvantaged employees 
who still can see no real improvement in their circumstances in spite of all the 
new legislation. These factors, together with the structural and personal factors 
as described in chapter two, contribute to the increase in conflict between 
employees and also between employees and employers.  
 
South African organisations have recently experienced change at a fast pace 
and conflict has increased and changed the work environment. The object of 
this study was to assess if organisations in Windhoek and Cape Town 
Metropolitan area are experiencing conflict and whether conflict management 
processes are in place regarding management or if they are seeking 
interventions and requests for conflict management training and interventions. 
The research investigated a large, medium and small organisation in South 
Africa and Namibia specifically in Cape Town and Windhoek. The research 
provided an overview of management style and interventions. It asked staff’s 
opinion when dealing with conflict and if interventions are taking place and 
whether these are successfully addressing the issues at hand as they could be 
intervening, but with no or little success. 
 
Throughout by placing successful management interventions, effective conflict 
resolution can result in flexibility, creativity and specialisation which help to 
ensure that the organizations will survive and not stagnate in this new 
millennium. If a problem is left too long or not resolved in the appropriate 
manner, conflict may arise later with disastrous consequences (Reitz: 
1977:431-432). 
 
People management consists of several aspects and sub-divisions as depicted 
in the Marglen Diagnostic Model shown in Figure 1.1. Pro-active conflict 
handling and management is one of these aspects and is the subject of this 
study. The objective of this study is the identification of the conflict issues at two 
Organisations in Cape Town and one in Windhoek. The rest of the sample was 
made up of individuals from various companies through out South Africa,  
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Namibia and a small sample of individuals from overseas. This sample was 
obtained by placing it on a website and asking individuals to complete and pas 
on to work colleagues and friends. Further details will be explained in Chapter 3 
of research and methodology. 
Figure 1.1: MARGLEN Diagnostic Model of People Management 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source:  Denton 2000, People and Change Management  
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1.2 Problem 
 
South African organisations may have recently experienced change at a fast 
pace and so conflict has increased and changed the work environment. 
Functional conflict encourages new solutions to problems and enhances 
creativity, but dysfunctional conflict is dangerous in that it takes away the focus 
from the work to be done and places it on the conflict itself and the parties 
involved. In the case of organisations in  
Cape Town that provide a service and products to the public, this may lead to 
poor performance, low productivity and low employee morale which ultimately 
lead to unacceptable levels of service to the clients or customers it serves. 
 
1.3 Subordinate Problems 
 
Unacceptable levels of service to customers usually lead to increased 
complaints into the client service centres and complaints increase and 
customers seek other service providers and  with the obvious negative effect on 
the competitive and financial standing of a company. 
 
1.4 Assumption and delimitation of study area 
 
In order to do a meaningful theoretical and empirical design of the study, the 
study is based on the following assumptions: 
It is presumed that organisations in Cape Town Metropolitan area are 
experiencing conflict among employees caused by structural, personal factors 
and different management resolution styles which will cause friction in the 
foreseeable future. The study area was identified primarily through a 
questionnaire and statistical analysis was drawn of this collected data. The 
study was confined to the identification of conflict issues among employees, the 
conflict resolution style, managers and supervisors use of conflict management 
training and interventions if they are in place and finally the overall conflict 
temperature in the participating organisations. 
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1.5 Plan of study 
Related literature is reviewed in Chapter 2 and the gathering of analysis and 
interpretation of data are discussed in Chapter 3. Primary data on the major 
causes of conflict and the problems experienced in dealing with conflict at 
organisations in Cape Town and Windhoek Metropolitan were collected by 
means of a questionnaire/ online questionnaire from randomly selected 
employees of two major companies in Cape Town Metropolitan area and one in 
Windhoek who are representative of all levels of employees and management. 
A proportional stratified random sample was used for this purpose. In order to 
be statistically valid the sample size was totally anonymous and voluntary from 
random employees in various departments of each of the companies that 
responded to survey in Cape Town and Windhoek.  
 
The collected data was analysed statistically and interpreted in Chapter 3 in 
order to identify the major causes of conflict among employees as well as the 
problems experienced in dealing with this conflict, the style which managers use 
to resolve conflict, whether companies have conflict management intervention 
programmes in place and finally the overall temperature of the company 
perceived by staff in the respective departments and at the different 
management levels.  
 
1.6 Definition of terms 
 
Cape Town Metropolitan area: Companies operating in Central business district 
        or  metropolitan area 
             
Stratified random sample:     A population is first divided into sub-groups, called  
Strata, and a random sample is selected from each   
stratum. 
 
Proportional sample:            A proportional sampling procedure requires that the  
 number of items in each stratum be in the same  
 proportion as found in the population. 
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Functional conflict: A healthy, constructive disagreement between two 
or more people.  
 
Dysfunctional conflict: An unhealthy, destructive disagreement between 
two or more people. 
 
CHAPTER 2: LITERATURE REVIEW/THEORETICAL 
FRAME WORK 
 
2.1 Introduction 
 
In this study, conflict is firstly defined and classified. It also established why, 
when and where conflict arises in the workplace and whether management 
interventions if in place, considered the root cause of this conflict and solve in it 
collaboration with all parties concerned or affected. This question is important to 
pursue in order to be able to resolve the conflict effectively to obtain workplace 
cohesiveness and some form of unity. This is followed by various types of 
conflict and framework for understanding conflict and a discussion of the 
various causes of conflict as well as the factors that can aggravate or moderate 
it. The literature review is concluded with a discussion on conflict escalation, 
conflict management and conflict resolution. 
 
2.2 Definition of Conflict 
 
Firstly, one needs to understand the definition of conflict and conflict 
management. The oxford dictionary defines conflict as “a serious disagreement 
or argument or/and incompatibility between opinions, principles, conflict of 
interest etc”. (Oxford English Dictionary, 1999.) According to a second source 
“Conflict is an expressed struggle between at least two interdependent parties 
who perceive incompatible goals, scarce rewards and interface from other 
parties in achieving their goals.” (Frost, 1978) 
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Thirdly, conflict can be more aptly defined as “the process in which one party 
perceives that its interests are being opposed or negatively affected by another 
party” or “Ongoing state of hostility between two or more people or groups.”  Or 
as a process that begins when one party perceives that the other party has or is 
about negatively affect something the first party cares about.” (Hellriegel, 
Slocum and Woodman, 362)  
 
Putnam and Poole developed a definition of conflict that is useful in highlighting 
several critical components of conflict in the workplace. They define conflict as 
“the interaction of interdependent people who perceive opposition of goals, aims 
and  
values and see the other party as potentially interfering with the realisation of 
gaols.” The definition highlights three general characteristics of conflict, namely 
incompatible goals, interdependence and interaction. Therefore, learning to 
manage conflict is integral in the workplace especially in high performance 
teams. Although very few people go looking for conflict, more often than not, 
conflict results because of miscommunication between people with regard to 
their needs, ideas, beliefs, goals, or values. 
 
2.3 Classification and identification of Conflict 
 
Conflict can firstly be classified as functional or dysfunctional. Nelson and Quick 
(1997) stated that functional conflict is a healthy, constructive disagreement 
between two or more people.  
 
- Functional conflict can produce new ideas, learning and growth among 
individuals. When individuals engage in constructive conflict, they 
develop a better awareness of themselves and others. In addition, 
functional conflict can improve working relationships, because when two 
or more parties work through their disagreements, they feel they have 
accomplished something together. By releasing tension and solving 
problems in working together, morale is improved. It can lead to 
innovation and positive change for the organisation. Because it tends to  
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encourage creativity among individuals, this positive form of conflict can 
translate into increased productivity. 
 
- Dysfunctional conflict is an unhealthy, destructive disagreement 
between two or more people.  The danger of it is that it takes the focus 
away from the work to be done and places the focus on the conflict itself 
and the parties involved. Excessive conflict drains energy that could be 
used more productively. 
Managers will want to encourage functional conflict while trying to prevent or 
resolve dysfunctional conflict. This is the key to conflict management. The 
difficulty, however, lies in trying to distinguish between functional and 
dysfunctional conflict.  “Conflict is an expressed struggle between at least two 
interdependent parties who perceive incompatible goals, scarce rewards and 
interference from other parties in achieving their goals” (Frost, 1978). 
 
There are differing schools of thought on the role of conflict in groups and 
organisations (Robbins, 1989:434). One school of thought, namely the 
traditional view, has argued that all conflict is bad and must be avoided. Another 
school of thought, the human relations view, argues that conflict is a natural and 
inevitable outcome in any group and that it need not be evil, but rather has the 
potential to be a positive force in determining group performance. The third, and 
most recent, perspective of conflict, namely the interactionist approach, not only 
proposes that conflict can be a positive force in a group, but also explicitly 
argues that some conflict is absolutely necessary for a group to perform 
effectively. 
 
The traditional view assumed that all conflict was bad. Conflict was viewed 
negatively, and it was used synonymously with such terms as violence, 
destruction and irrationality to reinforce its negative connotation. Conflict, by 
definition, was harmful and was to be avoided. The traditional view was 
consistent with the attitudes that prevailed about group behaviour in the 1930s 
and 1940s. Conflict was seen as a dysfunctional outcome resulting from poor 
communication, a lack of openness and trust between people and the failure of 
managers to be responsive to the needs and aspirations of their employees. 
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The view that all conflict is bad certainly offers a simple approach to looking at 
the behaviour of people who create conflict. Since all conflict is to be avoided, 
managers merely need to direct their attention to the causes of conflict and 
correct these malfunctioning in order to improve group and organisational 
performance. 
 
The human relations perspective argued that conflict was a natural occurrence 
in all groups and organisations. Since conflict was inevitable, the human 
relations school advocated acceptance of conflict. Proponents rationalised its 
existence: It cannot be eliminated and there are even times when conflict may 
benefit the performance of a group. The human relations view dominated 
conflict theory from the late 1940s through the mid-1970s. 
While the human relations approach accepted conflict, the interactionist 
approach encourages conflict on the grounds that a harmonious, peaceful, 
tranquil and co-operative group or organisation is prone to become static, 
apathetic and non-responsive to needs for change and innovation. The major 
contribution of the interactionist approach, therefore, is encouraging managers 
and group leaders to maintain an ongoing minimum level of conflict – enough to 
keep the group viable, self-critical and creative and to reduce group thinking. 
Given the interactionist view it becomes evident that to say conflict is all good or 
bad is inappropriate and naïve.  
 
Before we look at these different types, it is important to understand why and 
where conflict occurs. 
 
2.4 Why and Where Does Conflict Occur? 
 
Conflict occurs whenever a disagreement exists in a social situation over issues 
of substance or whenever emotional antagonisms create frictions between 
individuals or groups (Schermerhorn, Hunt, Osborn, 2002: 127) 
Conflict exists wherever and whenever there is an incompatibility of cognitions 
and emotions within individuals or between individuals. Conflict may be real or 
perceived but ultimately it is inevitable. Conflict may occur due to a struggle or 
contest between people with opposing needs, ideas, beliefs, values, or goals.  
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Due to these struggles conflict in the workplace is inevitable however; the 
results of conflict cannot be predetermined.  
 
According to “Mind Frames Consulting” inspired by Howard Gardener’s book, 
Frames of Mind summarises the top ten factors why conflict occurs in 
organisations. (http://www.mindframesconsulting.com/whyconflct.htm) 
 
• Divisions and departments often have different objectives. If their 
members cannot find common values and goals, they will not cooperate. 
• Employees are more knowledgeable and comfortable being solo 
contributors than being thorough members of a team, despite the need 
for interdependency in most work. This is exaggerated when, through 
their reward systems, organizations encourage employees to compete 
with one another. Teamwork is a concept that must be learned and 
applied throughout the organization. 
• Employees are neither trained nor prepared to negotiate shared areas of 
responsibility and productivity gaps comfortably. 
• Supervisors may state their expectations of employee job performance, 
but they usually do not know how to do so in a way that can be heard 
and understood effectively. 
• Organizational problems and responsibilities are analyzed from individual 
or departmental viewpoints, rather than from that of the organization as a 
whole. Good decisions are further undermined by a short-term, crisis 
approach to problem-solving. 
• Managers would rather do the work themselves than take responsibility 
for motivating others to do their best work. To motivate each employee to 
contribute maximum productivity, managers must demonstrate insight, 
dedication and flexibility. 
• Executives need significant information from front-line employees to 
make good decisions. Yet they seldom know how to ask for meaningful 
information, input or feedback from employees. 
• Differences in personality, approach to tasks and individual values create 
even more friction and tension than that caused by racial or cultural 
background differences. 
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•  Good communication requires trust, a suspension of assumptions and 
hard work, which most organizations do not demonstrate well from 
executive level downward to front line employees. 
• Small and large changes occur constantly within organizations, but the 
emotions these changes generate are seldom addressed. Employees 
can more easily adapt to change if they are prepared, included and 
supported. 
 
Different values and beliefs may have an impact on the workplace as diversity 
will eventually come into play. There are a few key variables that define conflict 
management situations and determine where conflict occurs and which conflict 
management strategies are likely to be effective, namely: 
 
- Time pressure is an important variable if there were never any time 
pressures, collaboration might always be the best approach to use.  In 
addition to time pressures, some other important factors to consider: 
o Issues of importance which basically means to the extent to which 
important priorities, principles or values are involved in the conflict. 
o Relationship importance how important it is that you maintain a 
close, mutually supportive relationship with the other party 
o Relative power which basically means how much power you have 
compared to how much power other party has. 
 
- Niewmeijer(1988) subsequently concluded that conflict occur where: 
o Two parties are interaction with each other 
o Their goals and values are mutually exclusive or are at least 
perceived to be so 
o Their interaction is aimed at hitting, humiliating or subjective the 
opponent or at finding a mutual solution 
o The parties confront each other with opposing actions and 
reactions 
- Everyone tires to create disequilibrium for the other or a favourable 
position of power himself or herself 
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2.5 Types of conflict 
 
There are two distinctive types of conflict, substantive conflict and emotional 
conflict. Conflict can be further divided into two groups which influences the 
workplace and evidently the entire organisation, either be constructive or 
destructive. 
 
2.5.1 Substantive conflict 
 
This type of happens when one person fundamentally disagrees with another 
person or group in the course of doing business. Management still has to 
develop a way to manage this type of conflict, which can be very challenging 
depending on the personalities involved. 
 
 
2.5.2 Emotional conflict 
 
This intrudes into the feelings of a situation, such as anger, mistrust, dislike, 
fear, resentment. This is commonly called “clash of personalities” 
.Schermerhorn, Hunt, Osborn (2002:127). This type of conflict can sometimes 
be more draining, and take away from the more important work that needs to be 
done. Usually this happens between co-workers who may not like one another, 
or with customers who are not dealt with properly. In the South African context 
most managers may have come across at least one or both types of conflict in 
the workplace or organisation and the different styles used in managing these 
types of conflict. Understanding the type of conflict in the organisation and the 
appropriate action to be taken is crucial to successfully resolving it. 
 
2.5.3 Destructive conflict 
 
In the workplace this usually is a general negative, avoidant or competitive 
approach or attitude with underlying destructive patterns. The origin may be 
from in missed opportunities, frustrations of goals and personal negative 
repercussions which usually further leads to lower productivity and moral in the  
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group that is affected by conflict. Increased destructive political behaviour, 
reduced cohesion, absenteeism and turnover are also common signs and even 
intentional sabotage and gamesmanship have also been attributed to this type 
of conflict. 
 
2.5.4 Constructive conflict 
 
This is the type of conflict that happens when two experts with the same goal 
but with different perspectives and value if controlled may lead to valuable 
additional and information sharing. It also produces well thought out decisions 
with knowledge of impact. Contest/competition amongst employees for valuable 
suggestions can lead toward a common goal. 
 
2.6 A framework for understanding conflict 
 
Thomas (1976) distinguishes between two conflict models, both of which focus 
on the conflict-handling behaviour – a structural model and a process model. 
Typically the structural model focuses on such factors as personal 
predispositions, social pressures, negotiation procedures and rules, incentives 
and their influence on conflict behaviour. 
The process model, on the other hand, focuses on the internal dynamics of 
conflict episodes, studying events and their effects on succeeding events in 
conflict episodes. Thomas proposes that while the two approaches can be 
conceptually separated they are in reality strongly interrelated, and that the two 
models complement each other. The structural model suggests improvements 
in relationships in the long run, while the process model helps one cope with 
crises. 
 
A full understanding of any conflict must then give attention to both structural 
and process aspects of a relationship and how they influence each other. 
Sources of conflict, conflict behaviour and the perceptions and feelings of the 
parties involved require attention. In a review of conflict models, Dessler (1980) 
proposes a general conflict model of his own that seeks to integrate the 
contributions of Pondy (1967), Walton and  
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Dutton (1969), Schmidt and Kochan (1972) and Ruble and Thomas (1976).  
This can be represented in a much simplified form as shown in Figure 2.3. 
 
Figure 2.1: Simplified Dessler Conflict Model 
 
 
 
 
Source: Anstey, 1991: 12 
 
Most theorists agree that conflict antecedents may be classified under such 
groupings as scarce resources, differing goals, and drives for autonomy, power 
/ authority imbalances, ambiguity or interdependence. Conflict behaviour may 
take a variety of forms that can be categorised into Ruble and Thomas’s (1976) 
competing, avoiding, accommodating, compromising or collaborating as in 
Figure 2.6 on Pg 48.  The form the conflict behaviour eventually assumes is the 
product of numerous moderating influences that determine the extent to which 
the conflict is perceived or felt, and how the parties approach the issue in the 
context of their wider relationship. 
Using Dessler’s (1980) conceptual framework as a base and integrating the 
more recent contributions of such authors as Moore (1986) and Pruitt and Rubin 
(1986), the framework as shown in figure 2.2 is proposed by Anstey (1991) 
Using the Conflict Management Model Fig 2.1, one can see how behaviour can 
be expressed in terms of co-operation and assertiveness, and how that 
approach may or may not work. 
 
2.6.1 Sources of Conflict 
 
Many factors have to be taken into consideration when assessing conflict 
situation and the cause of conflict in organizations. According to Anstey (1991) 
some of these factors are the result of organisational design, other are 
individual or social in nature. Depicted in Figure 2.2 is: A Conceptual 
Framework for Understanding Conflict. 
 
 
CONFLICT 
ANTECEDENTS 
 
CONFLICT 
MODERATORS 
 
CONFLICT 
BEHAVIOUR 
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2.6.1.1 Difference in goals 
 
The most obvious source of conflict is differing goals between parties, 
especially where there is interdependence in their relationship and there is a 
scarce resource for which they are competing. The interdependence factor 
means that neither party can achieve its objectives without at least some co-
operation from the other party. The scarce resource factor obliges a conflictual 
engagement between parties. They are not able to meet their needs elsewhere, 
but must seek to satisfy them in interaction with the other party.  
As people differ in different group so does departments which have different 
goals and these goals may often be incompatible or lead to conflict situations. 
For example a marketing goal of maximizing sales which is achieved partially by 
offering a wide variety of sizes colours and models, may conflict with a 
production goal of minimizing costs, which is achieved partially by long 
production runs of a limited number of items 
 
2.6.1.2 Structural imbalances: class conflict 
 
Structural imbalances occur in cases where there is actual or perceived 
inequality of control of resources, ownership and resource distribution. Thus 
issues of power and authority are of central concern and dominant groups use 
their capacity for control to entrench their position of privilege. Resources 
competition in most organisations especially universities, hospitals government 
agencies and businesses in depressed industries do not have unlimited 
resources. Competition may arise for limited resources and cause conflict. 
 
2.6.1.3 Differing values: communal conflict 
 
Where divisions between groups are sharply defined in rigid societal structures, 
the capacity to contain conflict is reduced. Groups may develop different ways 
of life, culture, ideologies and religions - their very difference may be the means 
by which they develop an internal coherence identity and unity. Intergroup 
conflict may actually serve to strengthen this (Coser 1956). 
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Figure 2.2: A Conceptual Framework for Understanding Conflict 
 
 
 
 
 
 
 
 
 
 
 
 
 
   
 
 
 
 
 
 
 
Source: Anstey, 1991: 12 
 
2.6.1.4 Communication / information issues 
 
Information is an important source of power in intergroup situations. Companies 
are generally resistant to sharing information of a strategic nature with trade 
unions. This of course is not only related to the protection of the business 
against competition, but is also vital for retaining power in the relationship 
between employers and organised labour. 
Lack of shared, legitimated information then gives rise to power struggles and 
contributes to rising levels of mistrust in relations. Over and above this it 
reduces the parties’ capacity to understand each other’s positions, and  
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contributes to chances of misreading each other’s circumstances and power 
realities. Instead of matters being worked out on the basis of a common 
database, they are fought out on the basis of position and principle based on 
guesswork and assumption. 
 
2.6.1.5 Ambiguity 
 
During processes of social change uncertainty as to the boundaries of 
acceptable behaviour usually emerges, becoming not only the consequence but 
also the cause of conflict. Previous modes of interaction may no longer be 
acceptable, traditional methods of exercising authority may be rejected, people 
may be unwilling to relate in a subservient way - and just as it is clear that old 
ways of doing things are no longer desirable or possible, so there is an absence 
of clarity on appropriate behavioural alternatives. The result is often a prolonged 
process of testing new boundaries in authority relations, upwardly mobile 
groups challenging the outside limits of previously acceptable behaviour, and 
those under threat seeking new ways of retaining at least some of their old 
authority.  
 
2.6.1.6 Co-ordination 
 
Conflict also arises within and between groups when, despite sharing common 
objectives, they differ as to the appropriate strategy or the importance of various 
tasks in achieving these. Thus production and maintenance units develop 
tensions as the one seeks output as a priority, the other the long-term ‘health’ of 
machinery for production purposes. Both are concerned about organisational 
performance but view it from different perspectives. Other organisational 
tension arise between sales and production in terms of increasing business and 
capacity to meet demand, and between finance and industrial relations as to the 
timing of the release of annual results and how these impinge on wage 
negotiations and shareholder confidence. These problems of co-ordination 
weaken organisations and dilute their effectiveness. 
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2.6.1.7 Group interdependence  
 
Increased group interdependence increases coordination problems and 
potential conflict situations. For example, work is passed on from one unit to 
another, conflict may arise if the first group is turning out too much work and the 
second group will fall behind. Or first group hands out too little work and affect 
the quality and poor work of second group and cannot meet its goals 
  
2.6.1.8 Interpersonal Dynamics  
 
Conflict may arise from interpersonal dynamics. Different people may perceive 
a situation form different points of view. Sick leave may be seen by some 
people as a right and must be taken or abused because some  individuals from 
especially the low income workers or different ethnic groups within organisation, 
feel they are not appreciated or discriminated against and may cause conflict 
situations as absenteeism increases. Some people are extremely competitive 
so conflict may arise when say two managers are vying for a promotion, other 
people may resent someone simply because he/she plays 
 
2.6.2 Consequences of Conflict 
 
Most people think that conflict is bad because it connotes antagonism, hostility, 
unpleasantness and dissension. Traditionally it may have been viewed as such, 
but in recent years we have come to recognize that although can be a major  
problem, certain kinds of conflict may actually be beneficial. A general 
relationship between conflict and performance is suggested in Figure2.2 If there 
is no conflict, complacency and stagnation may set in and performance may 
suffer as a result.  
A moderate level of conflict may spark motivation, creativity and initiative. But 
too much conflict can produce such undesirable results as hostility and lack of 
cooperation. 
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Figure 2.3 Organisational conflict and performance 
           
  
  High 
  
 
    
      Optimal level of conflict 
Performance 
 
 
 
  
     Low       High 
  Low 
       Conflict    
  
 
Source: Part III The Organizing Process:  316 
 
The key is to find and maintain the optimal level of conflict that fosters the 
highest level of performance. Thus management is responsible with the 
management of conflict within organisations. 
 
Table 2.1: Consequences of Conflict 
 
 
 
 
 
 
 
 
Source: Nelson & Quick, 1997: 378 
POSITIVE CONSEQUENCES 
• Leads to new ideas 
• Stimulates creativity 
• Motivates change 
• Promotes organisational vitality 
• Helps individuals and groups  
       establish identities 
• Serves as a safety value to  
       indicate problems 
NEGATIVE CONSEQUENCES 
• Diverts energy from work 
• Threatens psychological well-being 
• Wastes resources 
• Creates a negative climate 
• Breaks down group cohesion 
• Can increase hostility and 
aggressive behaviours 
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Although conflict is often viewed negatively, it can lead to enlightenment if 
solutions are reached. The first logical steps in resolving conflict is to identify 
the problem and then identify what caused the conflict. Art Bell (2002) suggests  
reasons for conflict in the workplace: conflicting needs, conflicting styles, 
conflicting perceptions, conflicting goals, conflicting pressures, and conflicting 
roles. 
 
2.6.3 Structural Factors 
 
2.6.3.1 Departmentalisation and Specialisation 
 
Most work organisations are divided into separate departments with specialised 
functions. Because of familiarity with the manner in which they undertake their 
activities, departments tend to turn inwards and to concentrate on the 
achievement of their own particular goals. When departments need to co-
operate with each other, this is a frequent source of conflict. Also, when jobs are 
highly specialised, employees become experts at certain tasks. Highly 
specialised jobs can lead to conflict, because people have little awareness of 
the tasks that others perform. Within a local authority the engineer or town 
planner may, for instance, resent being bound by the rules and regulations of 
administrative practices and accountability rather than by those of his 
profession. 
 
2.6.3.2 Unpredictable Policies 
 
Whenever company policies are changed, inconsistently applied, or non-
existent, misunderstandings are likely to occur. Associates need to know and 
understand company rules and policies; they should not have to guess. 
Otherwise, unpredictable things can occur such as associates dressing 
inappropriately or giving out wrong information. The absence of clear policies or 
policies that are constantly changing can create an environment of uncertainty 
and conflict (Hart, 2002). 
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2.6.3.3 Interdependence 
 
Where the task of one person is dependent upon the work of others, there is a 
potential for conflict. For example, if a worker is expected to complete the 
assembly of a given number of components in a week but the person 
forwarding the part-assembled components does not supply a sufficient number 
on time. If reward and punishment systems are perceived to be based on 
keeping up with performance levels, then the potential for conflict is even 
greater. If the work of a department is dependent upon the output of another 
department, a similar situation could arise, especially if this situation is coupled 
with limited resources. Depending on other people to get work done is fine 
when the process works smoothly. However, when there is a problem, it 
becomes very easy to blame the other party and conflict can escalate. 
 
2.6.3.4 Common/limited resources 
 
Whenever a number of parties must share resources, there is potential for 
conflict. Most organisational resources are furthermore limited and individuals 
and groups have to fight for their share. The greater the limitation of resources, 
then usually the greater the potential for conflict. In an organisation with 
decreasing profits or revenues the potential for conflict is likely to be intensified. 
 
2.6.3.5 Goal differences 
 
When work groups have different goals, these goals may be incompatible. 
Often this type of conflict occurs because the goal of the organisation is vague 
or unclear and/or individuals do not have knowledge of another department’s 
objectives.  A research and development department, for example, is more 
likely to be concerned with the long-run view and, confronted with pressures for 
new ideas and production innovation, is likely to operate in a dynamic 
environment and with an organic structure. A production department, however, 
is concerned more with short-term problems such as quality control and 
meeting delivery dates. The department tends to operate in a more stable 
environment and with a bureaucratic structure. Individual goals may also well be 
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 in conflict with organisational goals even where there is a strong commitment to 
one goal by the organisation. Both objectives are important and necessary, but 
may cause conflict Bell (2002). 
 
2.6.3.6 Authority relationships 
 
For many employees the traditional boss-employee relationship is not a 
comfortable one, because another individual has the right to tell them what to 
do. Some people resent authority more than others and obviously this creates 
conflict. In addition, some bosses are more autocratic than others and this 
compounds the potential for conflict in the relationship. Disagreement may also 
occur between different levels within the organisation where one level controls 
the resources that the other wants in terms of information and salary increases. 
These differences may be exacerbated in a more formal hierarchical structure 
where clear divisions exist between the different levels. As organisations, 
particularly in local government, are restructured into business units, cost 
centres or purchasers and providers, formal agreements come to replace 
informal ones. 
 
2.6.3.7 Status inconsistencies and inequitable treatment 
 
Some organisations have a strong status difference between management and 
non-management workers.  Managers may enjoy privileges that are not 
available to non-management workers. This could result in resentment and 
conflict. A person’s perception of unfair treatment, such as in the operation of 
personnel policies and practices or in reward and punishment systems, could 
lead to tension and conflict. 
 
2.6.3.8 Jurisdictional ambiguities 
 
When a problem occurs for which there is no definite source of responsibility, 
workers tend to ‘”pass the buck”, or avoid dealing with the problem.  For 
example, when you phone a company and your call is transferred to several 
different people and departments. This is caused by unclear lines of  
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responsibility within an organisation.  Conflicts emerge over responsibility for 
the problem. 
 
2.6.3.9 Conflicting Needs 
 
Whenever workers compete for scarce resources, recognition, and power in the 
company's “pecking order”, conflict can occur. Since everyone requires a share 
of the resources (office space, supplies, the boss's time, or the budget fund) to 
complete their jobs (Hart, 2002), it should come as no surprise when the “have-
nots” gripe and plot against the “haves” (Bell, 2002). 
 
2.6.3.10 Conflicting Styles 
 
Because individuals are individuals, they differ in the way they approach people 
and problems. Associates need to understand their own style and learn how to 
accept conflicting styles. Personality tests, such as Myers-Briggs Personality 
Type Inventory (MBTI), can help people explore their instinctive personality 
styles (Bell, 2002). An example of conflicting styles would be where one worker 
works best in a very structured environment while another worker works best in 
an unstructured environment. These two workers could easily drive each other 
crazy if they constantly work in conflict with one another and do not learn to 
accept one another's work style. 
 
2.6.3.11 Conflicting Pressures 
 
Conflicting pressures can occur when two or more associates or departments 
are responsible for separate actions with the same deadline. For example, 
Manager A needs Associate A to complete a report by 3:00 p.m., which is the 
same deadline that Associate B needs Associate A to have a machine fixed. In 
addition, Manager B (who does not know the machine is broken) now wants 
Associate B to use the unbeknownst broken machine before 3:00 p.m. What is 
the best solution? The extent to which we depend on each other to complete 
our work can contribute greatly to conflict (Hart, 2002). 
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2.6.3.12 Role conflict 
 
Conflicting roles can occur when an associate is asked to perform a function 
that is outside his job requirements or expertise or another associate is 
assigned to perform the same job. This situation can contribute to power 
struggles for territory. This causes intentional or unintentional aggressive or 
passive-aggressive (sabotage) behaviour. Everyone has experienced situations 
where associates have wielded their power in inappropriate ways. A role is the 
expected pattern of behaviours associated with members occupying a particular 
position within the structure of the organisation. In practice, the manner in which 
people actually behave may not be consistent with their expected pattern of 
behaviour. Problems of role incompatibility and role ambiguity arise from 
inadequate or inappropriate role definition and can be a significant source of 
conflict. 
 
2.6.3.13 Violation of territory 
 
People tend to become attached to their own ‘territory’ within work 
organisations, for example to their own area of work, types of clients to be dealt 
with, their own room, chair or parking space. Jealousy may arise about other 
people’s territory, for example size of room, company car or other perks, 
through access to information or through membership of groups. Ownership of 
territory may be conferred formally, for example by organisation charts, job 
descriptions or management decisions. It may be established through 
procedures, for example circulation lists or membership of committees. Or it 
may arise informally, for example through group norms, tradition or perceived 
status symbols. 
 
2.6.3.14 Environmental change 
 
Changes in an organisation’s external environment, such as shifts in demand, 
increased competition, government intervention, new technology or changing 
social values, could be major causes of conflict. 
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Figure 2.4: Causes of Conflict in Organisations 
 
 
 
 
 
 
 
Source: Nelson & Quick, 1997: 380 
 
2.6.4 Personal factors 
 
2.6.4.1 Skills and abilities 
 
The workforce is composed of individuals with varying levels of skills and 
abilities. Diversity in skills and abilities may be positive for the organisation, but 
it also holds potential for conflict, especially when jobs are interdependent. 
Experienced, competent workers may find it difficult to work alongside new and 
unskilled recruits, or workers could become resentful when their new boss, 
fresh from college, knows a lot about managing people but is unfamiliar with the 
technology with which they are working. 
 
2.6.4.2 Personalities 
 
Individuals do not leave their personalities at the doorstep when they enter the 
workplace and personality conflicts are realities in organisations. It is likely in 
any organisation that individuals will have different opinions and values and that 
there will be personality clashes. There may also well be a conflict of interest 
where an individual is required to pursue a particular course of action which, in 
all conscience, he cannot perform. One personality trait that many people find 
difficult to deal with is abrasiveness. An abrasive person is one who ignores the 
interpersonal aspects of work and the feelings of colleagues. Abrasive 
individuals are often achievement orientated and  
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hardworking, but their perfectionist, critical style often leaves others feeling 
unimportant and inadequate. This style creates stress and strain for those 
around the abrasive person.  
 
2.6.4.3 Perceptions 
 
Just as two or more workers can have conflicting styles, they can also have 
conflicting perceptions. They may view the same incident in dramatically 
different ways. Everyone see things in a different way and have their own, 
unique picture or image of the ‘real’ world. Look at Drawing 2.1 is an illustration 
of what each person may perceive and interpret drawing differently. One may 
see a vase or the other tow faces. 
 
Drawing 2.1: Faces or Vase?    
  Source: Conflict management and resolution: 
Can we agree: http://edis.ifas.ufl.edu/fy047 
 
Differences in perception result in different people attaching different meanings 
to the same stimuli. As perceptions become a person’s reality, value 
judgements can be a potential major source of conflict. One area in which 
perceptions can differ is the perception of what motivates employees. If 
managers and workers do not have a shared perception of what motivates 
people, the reward system can create conflict. Managers usually provide what 
they think employees want rather than what employees really want. Bell (2002) 
gives an example of what might happen if a new administrative assistant were 
hired in the organisation. One associate might see the new hire as an 
advantage (one more set of hands to get the job done), while another associate 
might see the same new hire as an insult (a clear message that the current 
associates are not performing adequately). 
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Memos, performance reviews, company rumours, hallway comments, and client 
feedback are sources for conflicting perceptions. What was meant gets lost in a 
firestorm of responses to perceived wrongs (Bell, 2002). Resentment and 
conflict can also occur when one department is viewed as more valuable to the 
organization than others (Hart, 2002). 
 
2.6.4.4 Values and ethics 
 
Conflict can be caused by differing personal values. Segregation in the 
workplace leads to gossiping, suspicion, and ultimately, conflict (Hart, 2002). 
Associates need to learn to accept diversity in the workplace and to work as a 
team. Differences in values and ethics can be sources of disagreement. Older 
workers, for example, value company loyalty and probably would not take a 
day’s sick leave if they are not really ill. Younger workers, valuing mobility, like 
the concept of “mental health days” or calling in sick to get away from work. 
Most people have their own set of values and ethics and the extent to which 
they apply these ethics in the workplace varies. Some people have strong 
desires for approval from others and will work to meet others’ ethical standards. 
Some people are relatively unconcerned with approval from others and strongly 
apply their own ethical standards. Still others seemingly operate without regard 
to ethics and values. When conflict over values or ethics do arise, heated 
disagreement is common because of the personal nature of the differences. 
 
2.6.4.5 Emotions 
 
The moods of others can be a source of conflict in the workplace. Problems at 
home often spill over into the work arena, and others may find it difficult to deal 
with the related moods. 
 
2.6.4.6 Communication Barriers 
 
Communication barriers such as physical separation and language can result in 
distorted messages and can lead to conflict. Another communication barrier is 
value judgement, in which a listener assigns a worth to a message before it is  
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received, for example, when a chronic complainer enters a manager’s office, 
the manager is likely to devalue the message before it is even delivered. Other 
communication barriers are status differences, gender differences and cultural 
diversity. 
Lawton and Rose (1994) state that there are four components in a situation of 
conflict : 
 
a) The parties involved; 
b) the field of conflict; 
c) the dynamics of the situation, or how the parties react to each other; 
d) the management, control or resolution of that conflict. 
 
In the first instance individuals will come into organisations from a diverse range 
of social, economical and educational backgrounds which will give them 
different perspectives and different values. At the same time individuals will 
enter the organisation for different reasons and have different expectations of 
the organisation. Some will see the organisation as offering a career; others as 
a stop-gap before moving on; still others as a mean to earn as much money as 
possible in order to pursue life outside the organisation. These differences will 
inevitably lead to disagreements within the organisation, and correspond with 
the personal factors as discussed previously 
 
2.6.5 Types of Managerial Actions that Cause Organisational 
Conflict 
 
• Poor communications 
o Employees experience continuing surprises; they aren't informed 
of new decisions, programs, etc. 
o Employees don't understand reasons for decisions, they aren't 
involved in decision-making. 
o As a result, employees trust the "rumour mill" more than 
management. 
• The alignment or the amount of resources is insufficient.  
o There may be a disagreement about "who does what". 
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o Stress from working with inadequate resources. 
• Personal chemistry, including conflicting values or actions among 
managers and employees, for example: 
o Strong personal natures don't match 
o We often don't like in others what we don't like in ourselves 
• Leadership problems, including inconsistent, missing, too-strong or 
uninformed leadership (at any level in the organisation), evidenced by: 
o Avoiding conflict, "passing the buck" with little follow-through on 
decisions. 
o Employees see the same continued issues in the workplace 
o Supervisors don't understand the jobs of their subordinates. 
 
2.7 Conflict Escalation 
 
Sax (1996) states that where there is an absence of conflict regulation 
mechanisms or factors contributing to the stabilisation of relations, or in cases 
where these are insufficient to counterbalance the influence of aggravators, 
conflicts may be expected to grow in intensity and size. When this occurs 
marked changes are evidenced in the perceptions opposing parties hold of 
themselves and each other, their tactics change, the nature of demands is 
modified and the internal dynamics of each side are fundamentally altered. Sax 
(1996) further states that three distinct phases in the escalation of conflict can 
be identified with three levels within each, making up a nine-level framework of 
escalation as shown in Figure 2.5. 
 
When identifying the extent of conflict escalation, it is useful to bear in mind two 
dimensions of conflict, namely the objective dimension that concerns the issue 
or problem about which people are fighting.  Phase one conflict is usually about 
this dimension. The other dimension is the subjective dimension that concerns 
the relationship of the parties with their subjective interpretations or distortions 
of the problem or issue.  Conflict in phases two and three usually enters this 
dimension. 
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Figure 2.5: Stages of Conflict Escalation 
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                                                                      Mediation 
                                                                                                 Arbitration                   Power Intervention           
NEGOTIATION: 
Can be done and can succeed at  
any stage, if parties are willing 
to de-escalate conflict, but it  
may not heal the damage to 
the relationship   
Source: Sax, 1996: 7 
 
The different phases of conflict escalation with the sub-levels in each phase as 
shown in Figure 2.5, are as follow: 
 
Phase One: 
At this stage, the focus of the conflict is on the problem or issue about which  
people are fighting. 
 
 
PHASE 2 PHASE 3 PHASE 1 
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Level One: Discussion 
In talking about the problem or issue, people’s opinions and standpoints could 
become fixed, resulting in a deadlock and confrontation rather than co-operation 
and consensus. Parties begin to close ranks and tensions and friction develop. 
 
Level Two: Debate 
 
People may try to co-operate but mixed motives could lead to competition to 
maintain the positions they have taken.  Parties begin using tactics to promote 
their positions, such as personal attacks or emotional pressure, causing 
irritation to all. 
  
Level Three: Deeds not words 
 
When parties realise that talking about the problem does not solve it, they start 
acting on their convictions and deeds of one party may block the deeds of the 
other. Frustration then builds up. Negative attitudes are not expressed verbally, 
but in body language.  In the absence of communication, people begin to 
depend on mutual interpretations of behaviour and guesswork. 
 
Phase Two : 
 
The focus now becomes the relationship of the parties, in which negative 
attitudes and attacks on the integrity of the parties compound the difficulties of 
the first phase. 
 
Level Four: Fixed images and reputation 
The parties adopt a win or lose stance on the issue or problem.  Each side 
gathers supporters who share its views and values. The self-image of one’s 
own side is promoted and that of the other denigrated.  
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Level Five: Loss of integrity 
 
This is the level at which most human damage is done.  Parties start attacking 
one another on moral grounds, questioning the integrity of the other.  The 
parties’ self-concepts become more extreme, with each side seeing itself as 
good and the other as bad.  Compromise is ruled out. 
 
Level Six: Threat and counter-threat 
 
Threats become the dominant strategy at this stage, in which one party uses 
pressure to influence the other side. The other adopts a defensive position and 
counter-threats are made, with demonstrations of the ability to carry these out. 
Violence escalates quickly at this stage and parties move into crisis decision-
making mode. 
 
Phase Three: 
The focus of the conflict is now on mutual destruction and the only aim is to 
destroy the other party, even if it means destroying oneself. 
 
Level Seven: Attack to hurt 
 
Parties no longer have any hope of achieving anything positive and the intention 
to cause damage to the other side becomes the dominant strategy. Parties 
hope to paralyse each other by attacking or destroying their opponent’s 
potential to carry out threats. 
Level Eight: Attack to defeat 
 
Parties now intensify the destructive effects of their attacks. Their aim is to win 
at all costs rather than capitulate. 
 
Level Nine: Attack to destroy  
In the final stage the parties lose control of any limit to violence. No one is 
permitted to stay neutral. 
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2.8 Conflict Management 
 
The objective of conflict management is not to avoid conflict (Horn, 1999). 
People in conflict management must help people express their differences and 
solve their problems in such a manner that more people’s needs are met.  
Successful conflict management also relies on the participation of all legitimate 
parties in a dispute.  No conflict can be considered resolved if any group whose 
interests are affected has been left out of the negotiation or mediation. Those 
involved in a conflict tend to be highly informed about the technical and 
institutional issues of the conflict.  In the process of resolving a dispute, this 
information can be shared among the different parties, and this might lead to 
more in-depth and creative exploration of potential innovative options for solving 
the problem.  Managing organisational conflict involves the diagnoses of, and 
intervention in conflict at intrapersonal, interpersonal, intragroup and intergroup 
levels.  The diagnosis should indicate whether there is a need for intervention 
and the type of intervention needed.   
 
Another description given by Lussier (1990:244) defines conflict management 
as the short or long-term management process used to resolve issues where 
either party is for being stubborn, inflexible, and/or difficult.   
 
In an article by Lyndsay Swinton, simply defines conflict management as a 
situation where one normally expects hostile, aggressive behaviour from all 
parties involved in a discussion or issue, and some kind of moderation is 
required for things to work out. 
 
There are three views of conflict management which Robert Bacal (1998) 
identifies; the good the bad and the ugly. 
 
a) The Bad- This type of conflict management is dysfunctional or destructive. 
This view is embedded in the notion that organisations achieve identified goals, 
mission and vision by having or implementing structures that define job 
description, authority and miscellaneous job functions. This allows that every 
staff member is fully aware of what the expectations are of the individual to  
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obtain organisational target and what and where the individual fits into the 
organisation and its structure. Tremendous amounts of energy are required 
when conflict or disagreements are hidden away by organisational structure in 
hierarchical functions. According to Robert Bacal (1998: 8) this may suppress 
positive outcomes that may come from disagreements such as positive, 
improved decision-making and innovation 
 
b) The Good- The functional view of organizational conflict sees conflict as a 
productive force, one that can stimulate members of the organization to 
increase their knowledge and skills, and their contribution to organizational 
innovation and productivity.  Unlike the position mentioned above, this more 
modern approach considers that the keys to organization success lie not in 
structure, clarity and orderliness, but in creativity, responsiveness and 
adaptability.  The successful organization, then, needs conflict so that diverging 
views can be put on the table, and new ways of doing things can be created.  
 
The functional view of conflict also suggests that conflict provides people with 
feedback about how things are going.  Even "personality conflicts" carry 
information to the manager about what is not working in an organization, 
affording the opportunity to improve. If you subscribe to a flexible vision of 
effective organizations, and recognize that each conflict situation provides 
opportunity to improve, you then shift your view of conflict.  Rather than trying to 
eliminate conflict, or suppress its symptoms, your task becomes managing 
conflict so that it enhances people and organizations, rather than destroying 
people and organizations. The task is to manage conflict, and avoid what we 
call "the ugly"....where conflict is allowed to eat away at team cohesiveness and 
productivity 
 
c) The Ugly - We have the good (conflict is positive), the bad (conflict is to be 
avoided), and now we need to address the ugly.  Ugly occurs where the 
manager (and perhaps employees) attempt to eliminate or suppress conflict in 
situations where it is impossible to do so. You know you have ugly in your 
organization when: many conflicts run for years people have given up on 
resolving and addressing conflict problems there is a good deal of private  
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fighting and complaining but little attempt to fix the problem staff show little 
interest in working to common goals, but spend more time and energy on 
protecting themselves. When we get "ugly" occurring in organizations, there is a 
tendency to look to the manager or formal leader as being responsible for the 
mess.  In fact, that is how most employees would look at the situation.  It is true 
that managers and supervisors play critical roles in determining how conflict is 
handled in the organization, but it is also true that the avoidance of ugliness 
must be a shared responsibility.  Management and employees must work 
together in a cooperative way to reduce the ugliness, and increase the 
likelihood that conflict can be channelled into an effective force for change 
 
Managers are role models for the employees as employees usually follow the 
example of their managers.  Display the attitudes and behaviour you want your 
employees to emulate.  Managers can display healthy attitudes towards conflict 
by thinking calmly of solutions and not reacting with fear and anger.  Treating 
conflict as an opportunity to learn what needs to be fixed persuades others to 
do the same. 
 
Address conflict in a timely way as this will help employees to get back on track 
quickly.  Failing to respond can be very costly because unresolved issues tend 
to mushroom and grow out of proportion.  Managers can improve long- and 
short-term workplace relationships by taking responsibility to resolve conflict as 
it arises.  Managers must be fair and also show respect for the individuals 
involved.  It will be inappropriate to address conflict, especially with individuals, 
in public. 
 
Managers must adopt the approach that conflict is an opportunity to learn.  
Getting beyond the emotions of fear and anger inherent in conflicts – acting 
instead of reacting – and learning from disagreements are abilities of a 
successful manager. 
 
Several strategies can be used to manage conflict in organisations (Nelson & 
Quick, 1997:392 – 396) and both effective and ineffective ways of managing 
conflict exist. One way to evaluate conflict management strategies is to  
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determine the win or loss potential for the parties involved, as well as for the 
organisation. To do so, the framework of competitive versus co-operative 
strategies can be used. Table 2.2 depicts the two strategies and four different 
conflict scenarios. 
 
Table 2.2: Win-Lose versus Win-Win Strategies 
STRATEGY DEPARTMENT A DEPARTMENT B ORGANISATION 
Competitive Lose Lose Lose 
 Lose Win Lose 
 Win Lose Lose 
Co-operative Win Win Win 
Source : Nelson & Quick, 1997: 392 
 
The competitive strategy is founded on assumptions of win-lose and entails 
less-than-honest communication, distrust and a rigid position from both parties. 
The co-operative strategy is founded on different assumptions: the potential for 
win-win outcomes, honest communication, trust, openness to risk and 
vulnerability, and the notion that the whole may be greater than the sum of the 
parts. 
 
If a conflict exists between two departments in an organisation and no action is 
taken, both departments and the organisation as a whole are in a losing mode. 
To construct a win-win solution, the groups must co-operate to put the 
organisation in a winning position following the conflict. Both departments will 
have to concede something, but the conflict will be resolved with a positive 
outcome. 
 
There are many techniques for dealing with conflict, but before turning to 
techniques that are effective and work well, it should be recognised that some 
actions commonly taken in organisations to deal with conflict are not effective.  
 
a) Non-action is doing nothing in the hope that the conflict will disappear. This 
is not generally a good technique, because most conflicts do not go away, 
and the individuals involved in the conflict react with frustration. 
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b) Secrecy, or trying to keep a conflict out of view of most people, only creates 
suspicion. An example is an organisational policy of pay secrecy. In some 
organisations discussions on salary are grounds for dismissal.  When this is 
the case, employees suspect that the company has something to hide. 
 
c) Administrative orbiting is delaying action with regard to a conflict by buying 
time, usually by telling the individuals involved that the problem is receiving 
attention or that the boss is still thinking about the issue. Like non-action, this 
technique leads to frustration and resentment. 
 
d) Due process non-action is a procedure set up to address conflicts, but it is 
so costly, time-consuming or personally risky that no one will use it. Thus the 
company has a procedure for handling complaints (due process), but no one 
uses it (non-action). 
 
e) Character assassination is an attempt to label or discredit an opponent. 
However, it can backfire and make the individual who uses it appear 
dishonest and cruel. 
 
There are effective techniques for managing conflict that include appealing to 
super ordinate goals, expanding resources, changing personnel, changing 
structure, and confronting and negotiating (Nelson & Quick, 1997).  
 
a) A super ordinate goal is an organisational goal that is more important to 
both parties in a conflict than their individual or group goals. Super 
ordinate goals cannot be achieved by an individual or by one group 
alone. The achievement of these goals requires co-operation by both 
parties and also requires the parties to focus on the larger issue on which 
they both agree. This helps them realize their similarities rather than their 
differences. 
 
b) Expanding resources is one conflict resolution technique that is so simple 
that it may be overlooked. If the reason for the conflict is common or 
scarce resources, providing more resources may be a solution. When  
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working with tight budgets, however, there may not be the luxury of 
obtaining additional resources. 
 
c) Changing personnel may be appropriate when a conflict is prolonged and 
severe and efforts at resolution fail. Transferring or firing an individual 
may be the best solution, but only after due process. 
 
d) Changing structure may be another way to resolve conflict. One way of 
accomplishing this is to create an integrator role.  An integrator is a 
liaison between groups with very different interests.  In severe conflicts it 
may be best that the integrator be a neutral third party.  Creating the 
integrator role is a way of opening dialogue between groups that have 
difficulty communicating. Using cross-functional teams is another way of 
changing the structure of the organisation to manage conflict.  In the old 
methods of designing new products in organisations, many departments 
had to contribute, and delays resulted from difficulties in co-ordinating the 
activities of the various departments. Using a cross-functional team 
made up of members from different departments improves co-ordination 
and reduces delays by allowing many activities to be performed at the 
same time rather than sequentially. The team approach allows members 
from different departments to work together and reduces the potential for 
conflict. 
 
2.8.1 Competition vs. Conflict 
 
Competition can be sometimes mistaken for conflict and this could be healthy to 
ensure progressing in work and improve self motivation levels to support 
improvement and organisational effectiveness. "Competition" usually brings out 
the best in people, as they strive to be top in their field, whether in sport, 
community affairs, politics or work. In fact, fair and friendly competition often 
leads to new personal achievements, scientific inventions or outstanding effort 
in solving a community problem. When competition becomes unfriendly or 
bitter, though, conflict can begin and this can bring out the worst in people. 
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2.8.2 Different Views of Conflict Management 
 
Conflict is completely normal and part of everyday life. There is no such thing as 
working relationship free of conflict. Where there are people with different points 
of views, needs and interests they may collide with one another on an individual 
basis or one group with another group. 
On the other hand when uncontrolled conflict may have adverse affects and 
create a dysfunctional working environment and may affect production and or 
performance. Along with the normality of resistance comes the normality of 
conflict. To cope with the phenomenon of conflict we need a culture of 
constructive dispute where debates are hard but reach the best possible 
solution with high esteem for all participants. When changes of some sort need 
to be made, conflict is already pre-programmed as there are people who want 
to create something new and there are people who want to preserve the status 
quo. There can never be change without conflict (Jaap J Boonstra, 2004: 127). 
Organisations around the world admit that when there is no conflict, there is a 
possibility of stagnation or growth. Conflict management can require 
intervention to reduction conflict if there is too much or promote conflict if there 
is too little conflict (Brown, 1983) 
 
2.8.3 Managing Organisational Conflict 
 
This type of conflict has both positive and negative implications for getting work 
done. Conflict might be a disagreement between two or more individuals or 
groups.  
Organisational conflict occurs from disagreement between individual 
employees, work groups or departments. Conflict situations are under close 
scrutiny and companies are sending mangers to variety of workshops on 
conflict management. The managers engage in a variety of exercises and 
discussions and how they should try to resolve it. Conflict management in the 
workplace is an issue that every leader, manager, or employee has to deal with 
at one time or another. (Coser, 1956) 
The basics of conflict management include improving communication, 
teamwork, and a systematic approach to solving the disagreement. The issue is  
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not whether conflict is good or bad but rather about how the conflict is being 
handled and the intervention steps taken. This will determine whether the 
conflict will be the driving or restraining force in the workplace and it’s striving 
towards organisational effectiveness and workplace progressiveness. This 
implies that managers must become equipped to manage conflict in a way that 
will ensure that it is the driver towards organisational effectiveness. (Lussier, 
1990: 244). 
The danger of dealing with conflict ineffectively is that it can escalate as 
mentioned above or even worse into a “war zone” that may result in extreme job 
dissatisfaction, stressful situations and ultimate reduce the morale and 
motivation of employee as well as the performance and productivity of 
individuals, the workplace and the whole organisation. This could be due to 
management being misinformed, not adequately trained to recognize conflict, 
conflict resolution is that for personal gain (power play), staff feeling left out in 
the process or management concerned only to follow due process to try and 
solve conflict without effectively investigating and combating the root of the 
problem. 
Managers must take into consideration that to solve conflict in such a way that it 
does not snowball into a larger problems or fester and affect productivity, staff 
morale. On the other spectrum, the absence of conflict may suggest that the 
organisation is too tightly run, has too many homogenous people or that the 
individuals avoid addressing conflicting areas. Reitz (1977:357) 
 
2.9 Conflict Management Styles 
 
According to Schermerhorn, Hunt, and Osborn there are five ways to manage 
conflict. In every situation managers are responsible for their actions. Conflict 
situations offer each of us an opportunity to choose a style for responding to the 
conflict. The key to effective conflict prevention and management is to choose 
the conflict management style appropriate for the conflict. Most managers have 
a favourite style to use in conflict situations. Even if a manager is not naturally 
inclined to a certain style, managers can learn to adopt a different style as we 
assume that the organisation will send  managers on training or courses to be 
able to recognise conflict and be capable of choosing an appropriate style in  
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order to resolve different types of conflict. In the business field we can find five 
types of conflict management styles. Namely: collaborating, competing, 
avoiding, accommodating and compromising. Managers may have a favourite 
style, but they may also have to choose to adopt a new style in special 
situations. 
 
Figure 2.6: Conflict Management Styles 
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2.9.1The Competing Style 
 
This style uses a forcing or competitive conflict management style. Managers 
using this type of style also tend to be highly goal-oriented. Relationships take 
on a lower priority and managers do not hesitate to use aggressive behaviour to 
resolve conflicts. Competing managers can be autocratic, authoritative, and 
uncooperative, threatening and intimidating. The basic need of this style is the 
need to win; therefore others must lose, creating win-lose situations.  
Advantage: If the manager’s decision is correct, a better decision without 
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Appropriate times to use a this style is when conflict involves personal 
differences that are difficult to change when fostering intimate or supportive 
relationships is not critical when others are likely to take advantage of non-
competitive behaviour when conflict resolution is urgent or when decision is vital 
in crisis when unpopular decisions need to be implemented 
 
2.9.2 The Avoiding Style 
 
This style usually adopts an avoiding or withdrawing conflict management style. 
Managers would rather hide and ignore conflict than resolve it which leads them 
uncooperative and unassertive. Manager using this style tend to give up 
personal goals and display passive behaviour creating lose-lose situations. 
Advantage: May help to maintain relationships that would be hurt by conflict 
resolution 
Disadvantage: Conflicts remain unresolved, overuse of the style leads to others 
walking over them 
Appropriate times to use this style: When the stakes are not high or issue is 
trivial when confrontation will hurt a working relationship when there is little 
chance of satisfying your wants when disruption outweighs benefit of conflict 
resolution when gathering information is more important than an immediate 
decision when others can more effectively resolve the conflict when time 
constraints demand a delay.  
 
2.9.3 The Accommodating Style 
 
This type of managing style uses a smoothing or accommodating conflict 
management style with emphasis on human relationships. Mangers usually 
ignore their own goals and resolve conflict by giving into others; unassertive and 
cooperative creating a win-lose (manager loses) situation. 
Advantage: Accommodating maintains relationships 
Disadvantage: Giving in may not be productive, managers may be taken 
advantage of. 
Appropriate times to use accommodating styles is when maintaining the 
relationship outweighs other considerations when suggestions/changes are not  
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important to the accommodator when minimizing losses in situations where 
outmatched or losing when time is limited or when harmony and stability are 
valued. 
 
2.9.4 The Compromising Style 
 
The compromising conflict management style is mostly concerned about goals 
and relationships. Mangers using this style are willing to sacrifice some of their 
goals while persuading others to give up part of theirs. Compromise is assertive 
and cooperative-result is either win-lose or lose-lose situation. 
Advantage: relationships are maintained and conflicts are removed 
Disadvantage: compromise may create less than ideal outcome and game 
playing can result. 
Appropriate times to use a compromising style is when important/complex 
issues leave no clear or simple solutions when all conflicting people are equal in 
power and have strong interests in different solutions when their are no time 
restraints 
 
2.9.5 The Collaborating Style 
 
Collaborating styles use a collaborating or problem confronting conflict 
management style valuing their goals and relationships. Managers view 
conflicts as problems to be solved finding solutions agreeable to all sides (win-
win) 
Advantage: both sides get what they want and negative feelings eliminated 
Disadvantage: takes a great deal of time and effort 
Appropriate times to use an this style is when maintaining relationships is 
important when time is not a concern when peer conflict is involved when trying 
to gain commitment through consensus building when learning and trying to 
merge differing perspectives. 
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Table 2.3: Uses of Five Styles of Conflict Management 
 
CONFLICT-
HANDLING 
STYLE  
APPROPRIATE SITUATION 
  
Competing 1. When quick, decisive action is vital (emergencies). 
 2. On important issues where unpopular actions need implementing (cost cutting, 
discipline). 
 3. On issues vital to company welfare when you know you are right. 
 4. Against people who take advantage of non-competitive behaviour. 
  
Collaborating 1. To find an integrative solution when both sets of concerns are too important to be 
compromised. 
 2. When your objective is to learn. 
 3. To merge insights from people with different perspectives. 
 4. To gain commitment by incorporating concerns into a consensus.  
 5. To work through feelings that have interfered with a relationship. 
  
Compromising 1. When goals are important, but not worth the effort or potential disruption of more 
assertive modes. 
 2. When opponents with equal power are committed to mutually exclusive goals. 
 3. To achieve temporary settlements to complex issues. 
 4. To arrive at expedient solutions under time pressure. 
 5. As a backup when collaboration or competition is unsuccessful. 
  
Avoiding 1. When an issue is trivial or more important issues are pressing. 
 2. When you perceive no chance of satisfying your concerns. 
 3. When potential disruption outweighs the benefits of resolution. 
 4. To let people cool down and regain perspective. 
 5. When gathering information supersedes immediate decision. 
 6. When others can resolve the conflict more effectively. 
 7. When issues seem tangential or symptomatic of other issues. 
  
Accommodating 1. When you find you are wrong - to allow a better position to be heard, to learn and 
to show your reasonableness.  
 2. When issues are more important to others than to yourself - to satisfy others and 
maintain cooperation. 
 3. To build social credits for later issues. 
 4. To minimise loss when you are outmatched and losing. 
 5. When harmony and stability are especially important. 
 6. To allow employees to develop by learning from mistakes. 
 
Source : Tjosvold, 1991 
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2.10 Summary  
 
In this literature review conflict was defined, classified and further divide into 
interpersonal and intrapersonal etc. The various causes of conflict were 
discussed  
and then a review on conflict management and conflict management styles 
were discussed and then finally conflict resolution. 
These concepts of conflict were applied in Chapter three where the causes of 
conflict and problems in dealing with conflict were identified by means of an 
online questionnaire. Management styles and organisation interventions and 
overall conflict temperature were also addressed and he collected data 
analysed and presented in Chapter four. 
 
Chapter 3: Research Design and Methodology 
 
3.1 Introduction 
 
The first method used was to obtain primary data on the major causes of 
conflict and the problems experienced in dealing with conflict in organisations  
and assessing management style and conflict interventions  by means of  a 
questionnaire that was printed and completed and collected 4 weeks later. After 
little success with this method the second method was to use an online 
questionnaire completed by randomly selected employees in random 
companies with a proportional stratified sample at various companies in South 
Africa, Namibia and a small overseas sample. 
The companies used for the first method was: 
- Metropolitan Life International Cape Town Office 
- Metropolitan Life Namibia Head Office in Windhoek 
- Woolworths Head Office in Cape Town 
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3.2 Design and format of questionnaire 
 
The questionnaire is divided into three parts. Part one of the questionnaires 
consists of 28 questions designed and formatted to identify the major causes of 
conflict based on the framework given in Chapter 2. Part two of the 
questionnaire consists of 16 questions designed and formatted to identify 
problems experienced in dealing with conflict in the workplace. The third part of 
the questionnaire was adapted to include conflict management style of senior 
staff members such as managers and team leaders then specific questions to 
assess whether companies have management courses and support structures 
and interventions which is lacking in many organisations locally and abroad.  
 
The response to each question can be given in any of five alternative classes, 
namely class one (strongly disagree), class two (disagree), class three 
(uncertain), class four (agree) and class five (strongly agree).  The other 
management style responses are also based on a five alternative classes 
namely class one (Always) Class two (Very often) Class three (Sometimes) 
Class four (Not very often), class five (Rarely, if ever) and then specifically 
grouped together to find out the specific management style of managers.  
To assess management interventions in the company the responses were yes 
or no questions and the overall temperature of company that the respondents 
are employed at, was marked or named with an x. 
 
3.3 Sample Size 
 
The first part of my sampling was not a huge success as Boase (1997) states 
that for employee survey a statistically valid sample would be 12 to 15 per cent 
of all the total number of employees targeted at the three specific companies 
namely: 
- Metropolitan Life International Cape Town office: The total number of 
employees was 55 of which 22 completed responses were received 
making the sample size valid according to Boase (1997). 
- Metropolitan Life Namibia Head Office in Windhoek 110. Nobody replied 
to my request and even after having an information session with  
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employees and managers and requesting the feedback of 
questionnaires, only  4 replies were received making the sample size 
invalid 
- Woolworths Head Office in Cape Town has over 300 employees. 
Request was approved after several attempts by HR but certain 
departmental heads did not approve and similarly only received 14 
replies, making the sample size I received from them not valid either. 
 
At Metropolitan Life International in Cape Town, I handed out the questionnaire 
after an information session and collected the printed copies after 4 weeks or 
participants could e-mail to me personally. Owing to absenteeism and the fact 
that the completion of the questionnaire was voluntary, the final sample size at 
Metropolitan  
Life International Head Office, Cape Town was 20, which translates to a 20 per 
cent sample overall in respect of a random stratified sample was obtained via 
this method and a valid sample according to Boase (1997).  
As for the second part of my survey I made use of an online sampling method 
due to lack of responses and willing companies. I received a total of 332 
responses via this online method of which 92 were partially completed 
responses. I used the 240 and for the purpose of this study which equates to a 
72.29 per cent stratified sample in respect of a random stratified sample.  The 
period that the online questionnaire was available was from12th of July, 2011 
up until the 14th of November, 2011. 
 
3.4  Method of Sampling 
Boase (1996) states that in the case of employee surveys, all levels of 
employees (including management) must be represented in the sample. A 
proportional stratified random sample was thus used to ensure representation of 
all post levels (strata) of the population. I had great difficulty and major lack of 
responses on this first attempt.  
Main Reasons given: Permission was not granted most companies and the 
companies that did give permission, some department heads refused to take 
part in the survey as their respective managers were afraid that information will  
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get back to HR and CEO and the questionnaire may spark insecurity and gossip 
and amongst the staff.  
 
After much disappointment with first sampling method, I extended the 
questionnaire to an online questionnaire at random companies which included 
friends, colleagues former and new, and people in various mailing lists I 
obtained or had in my e-mail address book. I circulated the link and short 
description on who I am and what the purpose of the online questionnaire. This 
was mainly distributed via e-mail and Facebook. I resent to the various mangers 
at the same two companies where I did not obtain a valid sample and more 
random willing participants at many other companies in South Africa and 
Namibia and a few friends overseas by the method as mentioned above. This 
yielded better results from the personal requests that were sent via e-mail as 
staff clicked on link completed survey online and got a chance to send more 
random people they knew.   
 
3.5 Data Collection 
 
For the first part of my survey sample permission for the execution of the study 
was first obtained from the CEO of Metropolitan Life International. The purpose 
of the study was explained and an undertaking was given to make the results of 
the survey available to the CEO and HR Head.  
The questionnaires were given to all the employees randomly after an 
information session was held at Metropolitan Head Office to explain all 
questions and the purpose of the study. As explained  in Method Sampling 
above regarding various potential problems such people fearing negative 
consequences as it is was a small business unit, absenteeism and fear of 
anonymity of survey, I placed the questionnaire online and received a much 
better response as I received a electronic summary every day of completed 
surveys.  
I found this method more successful and approached more companies and 
randomly forwarded the link which contained the online questionnaires to 
random companies and managers at these various institutions in South Africa,  
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Namibia and some overseas companies. Facebook and chain e-mails were 
used to get a good response to increase the hit rate of the potential participants.  
All information was proportionally sorted online and I received the raw data via 
excel spread sheet of participants answers all via electronic summary as I have 
illustrated in tables and graphs in Chapter four. The questionnaire is attached 
as Annexure A. 
 
3.6 Summary 
The initial problems encountered with the research sample was disheartening 
but realistic such as to little responses received, companies not willing to 
participate, but most of all fear of sensitive information leaking to the public or 
company finding out what the responses were and influencing their work 
conditions in a negative way. After consultation with research supervisor, I 
placed the questionnaire online to overcome these realistic fears of companies 
and the participants to make sure their anonymity was guaranteed or fully in 
their control. The only problem with this is that I could at time not get the 
company names to identify which company and give feedback to them. The 
sample size was random stratified sample big enough to deduce what the major 
causes of conflict are within the Cape Town and Windhoek area. I also could 
identify whether management interventions are in place and if used  
effectively and what style management used to solve conflict and finally the 
overall temperature of conflict within the participants’ organisation 
 
Chapter 4: Results Presentation and Discussion 
 
4.1 Introduction 
As explained in chapter one the main purpose of this study is to assess 
emergence of conflict, management interventions and styles of conflict 
management in the workplace. Workplace politics, change management, 
diversity, cultures and religious views are but a few major sources for the 
emergence of conflict. This study is aimed at determining what problems exist 
and what management interventions, if any, are necessary. 
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The total number of online questionnaires respondents received was 240. The 
first couple of manual questionnaire handed out at Metropolitan international 
yielded a total number of 21 responses out of 55 employees.  
 
4.2 Presentation of Analysis 
 
In total, 240 participants completed the survey from the 12th of July, 2011 up 
until the 14th of November, 2011.  The partially completed questionnaires were 
not used but only indicated graphically to illustrate the total number respondents 
that the survey reached.  Some reasons and possible theories for not 
completing will be discussed in the Chapter five and the conclusion.   
 
On the next page in Graph 4.1 and in Table 4.1 one can see the distribution of 
when the most of the surveys were completed, from this one can determine that 
there was a slow response at first due to lack of interest, busy schedules, no 
time. Another reason could be fear to complete the survey due to compromising 
and divulging to much internal organisational information in the public domain. 
After I left the choice up to the respondents and many chose not to say who or 
at what company they worked but completed the survey. 
 
Graph 4.1 Breakdown of Surveys Completed Monthly  
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In October you will see the highest numbers of replies were received and this 
was due to me emailing users and send them personal messages via electronic 
method to look at survey and pass on to potential responds.  
 
Table 4.1: Monthly Completed Surveys 
Month 2011 Completed Partially Completed 
July 3 0 
August 0 0 
September 1 3 
October 212 80 
November 24 9 
(N=240) 
 
In Graph 4.2 and table 4.2 one can see a summary of the various companies 
with 2 or more respondents from the same company.  80 of the 240 which 
translates to 33% that did not identify the company and I was unable to 
determine if there were more participants from certain companies as identified 
below. This could be due to fear of identifying the institution due to fear of 
victimisation or labelled as a whistle blower. In Table 4.3 you will see all the 
respondents and the corresponding companies they are employed at with two 
or more respondents. 
Graph 4.2: Breakdown of Company 
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Table 4.2:  Two or more completed surveys/company 
Company Completed 
[Blank] 88 
City of Cape Town 4 
Helderberg College, Cape Town 2 
Leo Namibia 2 
Metropolitan Health, Cape Town 3 
Metropolitan Life, Namibia 15 
Nelson Mandela Metropolitan University 5 
Private 2 
Sanlam Head Office, Cape Town 3 
Sanlam Investment Management, Cape Town 12 
Standard Bank Namibia 2 
Sun International 2 
University of Namibia 5 
Volkswagen Group South Africa 2 
Woolworths Head Office, Cape Town 14 
 
Table 4.3: All completed surveys per company 
Name Completed 
[Blank] 88 
Adonis Family Trust 1 
ADRA Euro-Africa Division 1 
ADT Security 1 
Air Namibia 1 
Ambulance Service 1 
Amedisys 1 
BASF 1 
Biotechlabs 1 
Bowler Plastics (Pty) Ltd. 1 
Catering 1 
City of Cape Town 4 
Comms 101 1 
Courier 1 
Cunningham Lindsey 1 
Department of Health Provincial Hospital, 
Uitenhage 
1 
District Municipality 1 
Elizabeth Glaser Paediatric AIDS Foundation 1 
Eskom 1 
Farndell Consulting 1 
Federal Office of Sport, Switzerland 1 
First National Bank, Namibia 1 
 Foord Asset Management 1 
Fuel Industry 1 
Fundação Casa da Música 1 
Fundamo, a Visa Company 1 
Global Warming (Pty) ltd 1 
Gryphon Asset Management 1 
Helderberg College, Cape Town 2 
Hilton Hotel 1 
Hong Kong Police Force 1 
HTI Courier 1 
Hydrenco 1 
In Sync 1 
Insync designs and projects 1 
Jan Desseyn Architects 1 
Kagiso Asset Management (Pty) Ltd. 1 
Khulisa Connection 1 
Kings Transport 1 
Leo Namibia 2 
Link house 1 
Liquid Edge Solutions 1 
MB 1 
Metropolitan Health, Cape Town 3 
Metropolitan Life, Namibia 15 
Ministry of Agriculture, water and Forestry 1 
MIP 1 
Monte Cavalo 1 
MPC Recruitment Group 1 
Namib Housing (Pty) ltd 1 
Namibia Post Limited 1 
Namibia Water Corporation 1 
Nelson Mandela Metropolitan University 4 
Newpaints 1 
Nkonkobe municipality 1 
Northlink College 1 
OTB Sport 1 
Paintmaster 1 
PBT 1 
Penda Nkandi 1 
Polytechnic of Namibia 1 
Postnet SA 1 
Pragma 1 
Prevue Eyewear 1 
Private 2 
Provisional Government Western Cape 1 
Radio Wave, Namibia 1 
 Republikein 1 
Robertson Freight 1 
Samyook Language School 1 
Sanlam Head Office, Cape Town 3 
Sanlam Investment Management, Cape 
Town 
12 
SASSA 1 
SBA 1 
Seesa (pty) ltd 1 
Self 1 
Seventh Day Adventist Church Victoria, 
Australia 
1 
Silverspot 1 
Specialist care 1 
Sperosens 1 
Standard Bank Namibia 2 
Sun International 2 
Telkom SA 1 
TGI 1 
The First Accountants 1 
Trans-European Division of Seventh-day 
Adventists 
1 
Transnet 1 
Trober Pty Ltd 1 
UK Government 1 
University of Namibia 5 
V. Fischer-Buder Consulting Engineers 1 
VIP Payroll 1 
Volkswagen Group South Africa 2 
Westhook Fish Processors 1 
Woolworths Head Office, Cape Town 14 
Total 240 
Graph 4.3: Breakdown of Gender 
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To further understand the diverse workforce more in at the top three companies 
in the top three countries is was necessary to know the gender and age of 
respondents. The gender is reflected in Graph 4.3 and Table 4.4. More males 
completed the survey than females more but the partially completed surveys 
might have changed this scenario. In percentage this equates to 55% more 
males. The percentage females completing survey is 45%. 
 
Table 4.4 Gender of completed survey 
 
(N=240) 
 
 
The country that the survey was done was initially South Africa and Namibia 
and more definitively in Cape Town and Windhoek, hence these two countries 
yielded the most completed surveys. Some of my requests were not limited to 
the shores of Africa and hence the UK and few other overseas countries 
completed survey as well. In the graph 4.4 shows all the countries represented. 
Table: 4.5 List of countries the survey reached 
 
 
 
 
 
 
 
 
 
 
 
(N=240) 
Gender Completed 
Male 131 
Female 109 
 
Name 
 
Completed 
Australia 3 
Denmark 1 
Germany 1 
Holland 1 
Hong Kong, China 1 
Ireland 1 
Japan 1 
Namibia 48 
Portugal 1 
Rwanda 1 
South Africa 159 
South Korea 1 
Switzerland 3 
United Kingdom 13 
United States 5 
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Graph 4.4: Breakdown of Country 
 
 
The top 3 country’s percentage of replies received is South Africa with the most 
with 67%, followed by Namibia with 20%, United Kingdom with 5%. The 
remaining 8% is made up of USA, Australia Switzerland and the rest as 
illustrated in the Table4.5. 
 
Graph 4.5: Breakdown of Age Group 
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The age of the participants was also important as this reflects the maturity level 
of the company and the respondents. Younger employees may experience 
more conflict than the older or if growth in companies is happening at a fast 
pace then there will more younger new employees and older long term 
employees. In Graph 4.5 above, the majority of the age group was 31-40 with 
103 respondents. This is typical of a developing country o have a great young 
workforce. This equates to 43% flowed by age group 41-50 with 71 or 30% of 
the respondents in this age group. Age group 21-30, with 23% and 5% in age 
group 51-60 and 1 person did not answer their age 
 
Table 4.6 Age grouping of respondents 
Age Respondents 
21-30 54 
31-40 103 
41-50 71 
51-60 11 
Blank 1 
 
The race was merely for statistical reasons and does not in any way reflect the 
respondents itself, however one may see a trend of white employees still get 
involved in conflict situations due to race and different cultural background. But 
for the purpose of this study has no bearing influence. But nevertheless it is 
interesting to see a trend that most responses were received from White people 
which is representative of the workforce in corporate companies still reflecting 
the past regime of corporate jobs still being dominated by White people followed 
by Coloured people. A possible influence on this could be attributed to the 
overseas participants increasing the White sample.  
What was also interesting to see, is the amount of Coloured respondents which 
could be attributed to the geographically representation the Cape Province 
which was the majority of the respondents I received. Similar can be said for 
Namibia. Percentage White Respondents were 39% followed by Coloured with 
35% Black with 16% and Asian and Indian with 2% and 5% respectively. 
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Graph 4.6: Breakdown of Race 
 
Table 4.7: Participants according to Race 
Race Respondents 
Asian 5 
Black 39 
Coloured 84 
Indian 13 
White 94 
other/[Blank] 5 
(N=240) 
 
Just to make sure my analysis is on par with what I think, I filtered South African 
and Namibian Respondents and an interesting trend was seen. White moved 
down to 30% and Coloured respondents exceeded White and moved to 39%. 
The N value changed to 207 for this analysis. Under this filtered group, the total 
of White respondents was 71 and Coloured 81 respondents respectively. 
Making statement true that the past regime still has an influence the workforce 
being dominantly White and Coloured seeing that the sample was done in Cape 
Town reflecting the demographics of the Western Cape. Another influence is 
that less Black people have access to the internet, which is an important factor 
to be noted. 
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Graph 4.7: Breakdown of Home Language of 
respondents
 
 
Table 4.8 Home Language spoken by participants  
Language Respondents 
 Afrikaans 47 
English 128 
Damara/Nama 2 
Owambo 7 
Xhosa 13 
Zulu 5 
[Blank]/Other 38 
(N240) 
The home language of respondents was mostly English with 53%, followed by 
Afrikaans with 20% and Xhosa with 5%.  Other languages of respondents 
equated to 22% which was made up of German, Owambo, Damara, Kavongo, 
Nama, Sepedi, Zulu, Portuguese and Arabic or from respondents that just left it 
blank. 
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Graph 4.8: Breakdown of Marital status 
 
Table 4.9: Marital status of Respondents 
 
 
 
 
 
(N=240) 
 
In this section one can see which status dominated the survey results. Married 
respondents were the most with 63% followed by Single respondents 25% and 
Divorced with 7% and Partnership with 5%. This makes sense as most of the 
respondents have families to take care of and hence they dominate the 
workforce. 
 
Graph 4.9 Breakdown of Highest Education held by Participants  
 
Marital Status Respondents 
Divorced 17 
Married 150 
Partnership 11 
Single 61 
Widow/Widower 1 
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Table 4.10: Highest Education of participants  
 
 
 
 
 
(N=240) 
 
In Table 4.10 and the above Graph 4.9 once can see the majority of the 
respondents had university qualification or more with an interesting 63% of all 
respondents, followed by college with 12%, Technical University 11% and 
respondents with Matric at 12% and 2% have other qualifications. The majority 
of the respondents have university qualification and this shows a significant 
trend in the way conflict is seen and if the survey included less skilled the trend 
of the conflict would be more personal in nature. This trend could also mean 
that people more concerned with getting the work done than worry about politics 
and personality clashes.  
In the graph and table below one can see the position of the respondents held 
at each company. General staff came in with the most respondents at 36% 
senior staff came in surprisingly second with 31%. Managers came in third 
place with 20% and team leader fourth with 13%. Senior managers also 
included CEO’s and executives but was individually mentioned by some 
respondents. 
 
Graph 4.10: Breakdown of Position Held 
 
Highest Education Respondents 
Matric 28 
College 29 
Technical University 27 
University 152 
Other 4 
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Table 4.11: Position Held by Respondents 
 
(N=240) 
 
 
 
 
 
The length of service was also interesting as most respondents with service 
length of 1-5 years came form this group with 37% . The length of service 6 -10 
years with 33% of all respondents, followed by 11-15 years with 14% of all 
respondents. Last but not least followed by 17% of the respondents with 15 or 
more years’ length of service. This is illustrated in Graph 4.11 below and Table 
4.12 
 
Graph 4.11: Breakdown of Length of Service 
 
 
Table 4.12: Length of service per of participants 
Length Of Service Respondents 
1-5 years 89 
6-10 years 78 
11-15 years 33 
15 years and more 40 
Other 0 
 
 
Position Held Respondents 
General staff 87 
Team Leader 30 
Manager 48 
Senior Manager 75 
Other 0 
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In the next illustration we can see the total number of employees at each 
respondents company. Medium to Large companies came in first at 28% of 
respondents at companies with employees between 101-500. Second at 25 % 
was small to medium size companies with employees between 1-100. 23% of 
employees did not know or left this section blank and the remaining cumulative 
respondents from large to mega large corporate was 24%. I added all 
companies over 501 employees together to give me this percentage. 
 
Graph 4.12: Breakdown of Employees in Company 
 
 
Table 4.13: Number of employees at each respondent’s company 
 
 
 
 
 
 
 
 
From the respondents responses received I found the highest percentage come 
from those with no staff reporting to them. The percentage for this group was 
38%. This could be the reason for normal to medium of conflict experienced by 
respondents. 
The compliment of teams per respondent also is comparatively small which 
could lesson the risk of full blown confrontational conflict or conflict is swept  
Number of Employees Respondents 
1-100 60 
101-500 66 
501-1000 25 
1001-2500 19 
2500-5000 14 
[Blank] 56 
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under the carpet and avoid the issues at hand. For this small compliment I  can 
deduct that the levels of personal conflict should be significantly lower but then 
other types of conflict may arise. 
 
Graph 4.13: Breakdown of Staff Reporting to Participants 
 
 
Table 4.14: Number of Staff Reporting to Participants 
No. Of  staff reporting to respondent Respondents 
None 92 
1-5 staff 80 
6-10 staff 27 
11-15 staff 14 
16-20 staff 6 
[Blank] 21 
 
Graph 4.14: Breakdown of Staff per department 
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Table 4.15 Number staff per Department 
No. Staff per department Respondents 
1-100 staff 196 
101-500 staff 30 
501-1000 staff 5 
[Blank] 9 
(N=240) 
The staff per department I found to be the least helpful in my study but it may 
yield helpful as this could influence people’s behaviour or not want to feel out 
and les conflict occurs. The highest percentage was from 1-100 staff with 82% 
of all respondents. 
Table 4.16: Distribution of Responses for Questions 1 - 28 
 
 
 
Quest Frequency of Responses: Major causes of conflict 
No. 1 2 3 4 5 
1 8 24 15 114 79 
2 6 13 2 95 124 
3 7 33 28 122 50 
4 8 31 25 128 48 
5 4 20 23 142 51 
6 7 21 16 119 77 
7 9 50 43 102 36 
8 10 32 14 120 64 
9 4 20 19 109 88 
10 8 59 23 107 43 
11 7 44 31 112 46 
12 6 36 15 134 49 
13 6 25 24 107 78 
14 7 94 32 109 45 
15 7 24 18 114 77 
16 4 43 30 118 45 
17 3 40 32 124 41 
18 4 26 16 117 77 
19 4 37 35 104 60 
20 7 37 34 106 56 
21 6 34 31 112 57 
22 5 42 26 94 73 
23 9 24 31 114 62 
24 6 34 27 116 74 
25 6 25 21 130 58 
26 5 39 25 126 45 
27 8 30 22 89 91 
28      
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Table 4.17: Distribution of Responses for Questions 29 – 44 
Questi
on No. 
Frequency of Responses: Problems 
experienced in dealing with conflict 
 1 2 3 4 5 
29 4 23 14 156 43 
30 4 36 23 130 47 
31 10 47 22 103 58 
32 4 35 32 136 33 
33 3 36 12 137 70 
34 6 27 17 130 60 
35 6 18 13 134 69 
36 7 42 23 104 64 
37 6 37 21 137 39 
38 6 56 32 108 38 
39 7 37 33 120 43 
40 6 39 30 129 36 
41 12 65 26 98 39 
42 5 37 17 130 51 
43 4 27 21 142 46 
44 5 45 19 118 53 
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Table 4.18: Distribution of Responses for Statements 1 – 15 
Questi
on No. 
Frequency of Responses: Management conflict 
style 
 1 2 3 4 5 
1/(a) 20 51 58 14 10 
2/(b) 29 76 36 8 4 
3/(c) 36 69 42 6 0 
4/(d) 50 68 29 5 1 
5/(e) 41 52 48 11 1 
6/(f) 9 27 60 38 19 
7/(g) 22 71 45 11 4 
8/(h) 13 57 62 19 2 
9/(i) 48 57 28 11 9 
10/(j) 7 30 47 50 19 
11/(k) 16 67 62 6 2 
12/(l) 25 68 44 12 4 
13/(m) 13 55 68 15 2 
14/(n) 20 79 54 0 0 
15/(o) 13 30 66 35 9 
      
 
 
Table 4.19: The Major Causes of Conflict at Management Level 
Major Causes of Conflict Questi
on 
Frequen
cy 
Difficulty in managing sub-ordinates 5 142 
Work Pressure 12 134 
Unclear objectives and goals or work instructions 25 130 
Under Performance of Team 4 128 
Lack Of Strategic Planning 26 126 
Differing views cultures, background 3 122 
Poor Quality of work 8 120 
Personality clashes 6 119 
Unrealistic expectations of employees 16 118 
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In Summation it can be concluded that the major causes of conflict experienced 
in the workplace as per Managerial respondents: 
 
1. Difficulty in Managing Subordinates  
 
This can probably be ascribed to the age difference and the as we have seen in 
earlier summaries of age of respondents is quite young and the leaders are all 
in their mid forty’s which could be the cause of young subordinates not taking to 
instruction well or young mangers needing to give older subordinates 
instructions and young managers find it difficult to manage older staff. This can 
be defined as a structural as well as personal factor. 
 
2. Work Pressures 
 
As mentioned in Chapter one South Africa is competing in global economy and 
pressure to perform are evermore increasing. This can be one of reasons why 
this came out us one of the top ten reasons. Another reason is that the pressure 
in are real and older staff have been in their roles maybe too long and find it 
difficult to keep up with the hyper change experienced and competitive 
environment in companies are experiencing in South Africa, Namibia and 
around the world. This can also be classified mainly as a structural factor for 
conflict. 
 
3. Unclear objectives and goals and /or Work Instructions 
 
This is also mainly a structural factor as it can be caused by environmental 
change in the sense of the changing role of the companies’ are operating in a 
more volatile environment and the objectives and goals can be changing or 
companies are merging with bigger better companies and people are faced with 
new goals and challenges they do not easily or readily want to understand. 
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4. Under performance of team 
 
This a very serious problem and reality in South Africa as most of the general 
staff that are employed are due to employment equity and may have the 
qualifications but do not posses the  skill or necessary experience to perform 
duties optimally and managers find it difficult to get buy in from staff. Another 
reason maybe because they are young and not committed and they know they 
can find another job quickly due to employment equity quotas and do not take 
their work seriously. This is clearly a personal and structural factor of conflict. 
 
5. Lack of strategic planning 
Even managers felt that by the lack of strategic planning this caused of most of 
the conflict they experienced. This could be a top down approach and lack of 
guidance and training from the organisation as whole is filtering down to them 
and causing conflict. This creates confusion and mistrust and leads to conflict 
 
Table 4.20: The Major Causes of Conflict at General Staff Level 
Major Causes of Conflict Question Frequency 
Lack of open communication 2 219 
Organisational Politics 9 197 
Personality Clashes 6 196 
Selective Sharing/Withholding Information 18 194 
Favouritism 1 193 
Mistrust 15 191 
Hidden Agendas 24 190 
High Level of stress 13 185 
Unrealistic expectations of management 17 179 
 
In Summation it can be concluded that the major causes of conflict experienced 
in the workplace as per General staff respondents: 
 
1. Lack of open communication 
 
This a is big problem all over and still remains the major reason for conflict as 
employees left in the dark and nothing is discussed openly which cause friction, 
lack of trust and results in conflicting behaviours arising. Information is an  
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important source of power and if it is not communicated correctly power 
struggles start, trust breaks down causing conflict. 
 
2. Organisational Politics 
 
This is also a common perception and this clearly comes through in this study 
that the top structures are run by politics and they are n the middle of the issues 
that are created at top and filters down to staff. This a personal factor but valid 
one for conflict to exist. 
 
3. Personality Clashes 
 
Not everyone is the same in the workplace and strong personalities which 
dominate over softer personalities. This may create conflict in the form of 
weaker employees feel that the stronger personalities are rude and want to be 
in charge and the weaker personalities are afraid to speak up. This can lead to 
feelings of intimidation and later open confrontational conflict. This usually 
happens in the forming and storming phase of a team and may settle down in 
the norming phase if managed properly and produce great team work and 
harmony. 
 
4. Selective sharing/ Withholding information 
 
Information is power and some managers may think that this is a good way to 
control in a certain way by withholding important information instead of sharing 
information. Management often thinks that informing staff is not necessary and 
should they share information it is selective and this creates a feeling of 
superiority or staff feel they are left out in the process of decisions making which 
may negative influence the way people interact with another and cause people 
to discuss amongst each other and come up with half information by everyone 
else having a different version and create more damage in the long run. 
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5. Favouritism 
 
Everyone wants to have their voice heard and valued in a company and if some 
people perceive that certain staff are treated differently, can create conflict 
situations even open confrontation at times. It seems that general staff still sees 
this as big problem and companies and mangers need to be aware in how they 
treat all the employees and not by different standards according to race, colour 
or culture or beliefs. Favouritism could still be part of the apartheid legacy and 
its ripple affect where certain people were treated better than others or simply 
that managers treat certain employees better due to perceived social standards 
in appearances, status or personality or male or female. 
 
Table 4.21: The Major Problems Experienced in Dealing with Conflict 
Major problems in dealing with Conflict Question Frequency 
Parties unwillingness to compromise 29 156 
Parties are unable to remain objective 43 142 
Difficulty in getting all the facts 33 137 
Lack of interpersonal skills in conflict resolution 32 136 
Difficulty in managing subordinates expectations and 
responsibility 35 134 
The inability of individuals to handle criticism 42 130 
The parties become emotional and irrational 34 130 
The individuals are not honest / hidden agendas 30 130 
Management unclear of the cause of problems 40 129 
 
 
Table 4.22: Results of Responses Conflict Management Interventions 1 
Question 
Does your company have proper 
support programmes/structures for 
managers in resolving conflict? 
 
Blank 1 
Yes 126 
No 113 
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By deduction of answers given above it can be concluded that the management 
interventions is taking place as 53% of respondents answered yes to this 
question. But in the same breathe an almost equal percentage of  47% 
answered that it is not happening so we can assume by this answer that it is 50-
50 chance that you may end at company with no management interventions 
and vice versa. 
 
Table 4.23: Results of Responses Conflict Management Interventions 2 
Question 
Has your company sent you and your 
team been on conflict management 
course 
 
Blank 1 
Yes 66 
No 173 
 
This very concerning indeed that only 28% of companies send their staff and 
managers on training and conflict management courses. 72% said no and this 
means that even if they have support structures, as answered above, they are 
not being utilised fully to resolve conflict 
 
Graph 4.15: Breakdown of Conflict Management style 
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Table 4.24: Conflict Management style  
Management Conflict style Respondents 
 Avoidance 84 
Collaborative 7 
Competing/Forcing 15 
Compromising 8 
(N=153) 
 
Only the managers answered this part of the question and the total replies were 
114. According to the feedback in Table 4.23 the main conflict management 
style managers, team leaders and senior managers use was Avoidance with 
55% of respondents using this style and 10% using the Competing/Forcing 
style. This is followed by 5% of respondents using Collaborative style and 5% 
using the Compromising style. There was a tie in some of the respondent’s 
replies of which 25% was a tie. Between the various conflict styles mentioned 
above. In table 4.24 it is split up individually with a tie between Competing and 
Avoidance still the most style preferred. 
 
Graph 4.16: Breakdown of Ties Conflict Management style 
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Table 4.25: Ties in Conflict Management style 
Tie Accommodating & Avoidance 5 
Tie Accommodating & Collaborative 2 
Tie Accommodating & Competing 3 
Tie Collaborating & Avoidance 4 
Tie Competing & Avoidance 9 
Tie Competing & Compromise 1 
Tie Compromising & Accommodative 4 
Tie Compromising & Avoidance 7 
Tie Compromising & Collaborative 2 
Tie Compromising & Competing 2 
Total 39 
(N=153) 
 
Graph 4.17: Breakdown Overall Conflict Temperatures in Company 
 
 
Table: 4.26: Overall Conflict temperatures in Company  
Temperature Respondents 
Mild 101 
Pleasant 91 
Hot 34 
Cold 14 
(N=240) 
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The overall conflict temperature experienced by the respondents in the various 
companies was interestingly found to be Mild with 42% of all the respondents 
giving this as the experience of how they perceive conflict exist and dealt with in 
their respective companies. Further, 38% experienced, despite of conflict 
situations as Pleasant. Followed by 14% stating the work place and conflict 
experienced was Hot and 6% said their environment at work and the way they 
experience conflict to dealt with was Cold. 
 
4.3 Summary 
 
The results in this chapter are the summary of the actual results which were 
achieved through the conflict management questionnaire. This chapter also 
attempted analysis of all the research findings. All the relevant results have 
been displayed, providing sufficient evidence of the results. The next chapter 
will consist of the conclusion and recommendations regarding the major causes 
of conflict, management interventions and styles use and overall conflict 
temperature 
 
Chapter 5: Conclusions and Recommendations 
 
5.1 Introduction 
 
This study was aimed at measuring the cause of conflict in companies in South 
Africa and Namibia and whether companies had management interventions to 
correctly solve conflict. I also aimed to assess the managers and team leaders 
style of conflict management resolution.  
 
The chapter provides a summary of the findings in the form of literature review 
and the questionnaire survey it also discusses the major conclusions that were 
drawn from the research. 
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5.2 Synthesis of Research and Questionnaire 
 
It was felt that more open and honest answers would be obtained if the 
identities of employees were not revealed and they felt more secure doing it 
online in their own private time. The link was posted on Facebook and attached 
in every email that I sent to friends family and work colleagues, former and new. 
After participants completed survey they had a chance to send it on to more 
willing participants they knew and sent on to their friends and colleagues at 
same company and random companies in South Africa and Namibia and few 
overseas companies. Using this method, most of the requests were sent via e-
mail and staff clicked on link completed survey online and got a chance to send 
more people. A much better response was received. A random sample of 240 
people, were used by means of electronic survey sent to random general staff 
and managers at companies in Cape Town and Windhoek and also received 
some responses form other places as mentioned in Chapter 4. 
 
5.3 Conclusion 
 
Most of the problems experienced in dealing with conflict in the workplace stem 
from the use of the inappropriate conflict management style. 
 
Avoiding is a style low on both assertiveness and cooperativeness. As showed 
in Chapter four, 55% of managers used this conflict management style. There is 
a potential danger in using this avoiding style too often, as research shows that 
overuse of this style results in negative evaluations by others in the workplace. 
It seems by the rate of respondent’s answers the next most used style was 
Competing/forcing style that is very assertive and uncooperative. Relying solely 
on competing and forcing strategies, however, is dangerous as managers who 
do so may become reluctant to admit when they are wrong and may find 
themselves surrounded by people who are afraid to disagree with them. This 
style seems to be used when the avoidance style does not have the desired 
affect and forcing strategies are used to deal with conflict. From this one can 
easily deduct that management conflict interventions are not in place or fully 
utilised and ties in with the fact that 53% of managers said their companies  
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have interventions strategies in place but 73% said they are not being used or 
never attended these courses or made use of these programmes.  
 
Research on the five styles of conflict management indicates that although most 
managers favour a certain style, they have the capacity to change styles as the 
situation demands. Cultural differences also influence the use of different styles 
of conflict management and this is a very real issue in the South 
African/Namibian context. 
Further from the survey one conducted one can see that why the 42% of the 
respondents said the overall company conflict temperature was Mild. This does 
not mean that conflict is not happening but rather it may not be frequently 
happening or t managers and staff are not dealing with the issues and 
underlying problems and ignoring them.  
 
It can be concluded that the major causes of conflict experienced in the 
workplace as is structural in nature. This can be ascribed either to the age 
difference or lack of skill of new employees due to Affirmative Action or 
inexperience. However, the company the respondents were at might have gone 
through unplanned growth or decline. New staff came aboard and policies were 
and procedures were not sufficient to handle the new comers and conflict can 
arise through information not filtering through. In the event of downsizing and 
retrenchment, old staff left leaving staff that remained unsure or people 
voluntarily taking packages leaving new staff and mangers with big gaps to fill.  
 
A company that amalgamated and downsized while the survey was running was 
Metropolitan life in South African and Namibia with Momentum.  
It was important to identify the source of the conflict.  According the literature 
review in Chapter 2 and indentified here in the survey as there are different 
methods in dealing with structural conflict as opposed to interpersonal conflict. 
These structural conflict situations arise from problems with procedures such as 
those followed in performance evaluations or policies in hiring and firing new 
employees.  
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Reviewing the size of the companies of respondents, studies relating conflict to 
organisational size, Robbins (1994) found more conflict in larger organisations.  
Size increases may lead to a reduction in goal clarity and an increase in 
formalisation, specialisation, supervisory levels and opportunities for information 
to become distorted. I found most to the respondent were in medium to large 
corporate perhaps and perhaps stemming/curbing full blown conflict and 
keeping it Mild as the feed back of choice from most  respondents.  I feel the 
economic downturn could have also influenced this feedback and rather to 
avoid issues and keep their jobs than risk the chance of solving conflict in the 
event it back fires. This could also be related to the fact that all have high 
qualifications and earn enough money and there are less socio-economic 
problems like alcoholism, abuse at home and poverty.  
 
Both Managers and staff felt the lack of strategic planning, open communication 
clear objectives which is all in line with structural conflict. When dealing wit 
conflict the highest number of respondents felt that unwillingness to 
compromise, not sharing all the information or some went as far to as to say not 
being honest and have hidden agendas. This comes through clearly matches 
up with the style mangers are using, namely Avoidance or back up style most 
replied they use competing or forcing which is lone with the respondents 
answers.  
 
To address the remedy for this the one can read further read the 
recommendations.   
 
5.4 Recommendations 
 
With reference to the research goal, the questionnaire focused on indicating the 
factors causing conflict, management style and interventions. From findings it is 
evident that there are factors that cause conflict, from management level it was 
difficulty in managing subordinates and from staff level it was lack of open 
communication. The research also determined that management interventions 
were not in place and if in place, not used beneficially to assist the managers 
and the staff to resolve conflict properly. Thus as the study has found the major  
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management conflict intervention was avoidance style. Based on these 
conclusions the following recommendations are formulated. 
 
- That company utilise their management intervention programmes to 
assist managers in resolving conflict and train mangers effectively on 
managing subordinates, communicating openly. These pro-active 
running conflict managing programmes in association with training 
programmes should be the main function of conflict resolution and 
interventions methods. The high level of stress associated with conflict 
and the changing role of companies in the competitive global arena were 
also contributing factors to conflict and there were work pressures, lack 
of open communication. This can all be solved by companies starting 
with orientation programmes to create awareness and ownership of the 
transformation process and clearly communicate to all parties the 
direction stake holders are moving in.  
 
- To address underperformance of staff that was also raised as main 
concern one can address this issue by performance management 
systems succession planning integration of training facilitation and 
conflict management process and programmes will all assist managers 
and staff overcome the initial difficulties in resolving conflict effectively. In 
these cases it may be necessary to re-examine these performance 
management procedures. To combat personal and structural conflict 
successfully, one can make small adjustments or even the elimination of 
the structural impairments will result in a more positive workplace. 
Organisations can easily be derailed if the focus falls on personalities 
rather than on the business at hand. 
 
 
- Managers today should in this era and these companies should adopt 
and explore the collaborating style more as it a win-win style that is high 
on both assertiveness and cooperativeness. As mentioned before it 
assists towards collaborating and involves an open and thorough 
discussion of the conflict and arriving at a solution that is satisfactory to  
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both parties. If mangers are not comfortable or have less time I would 
suggest the compromising style which intermediate in both assertiveness  
and cooperativeness and is also an effective backup style when efforts 
towards collaboration are not successful.  
 
- Companies should benchmark the driving forces of positive conflict that 
enhances team effectiveness, better communication and eliminate 
negative conflict to become world class companies to enable best 
services in a competing in global economy. 
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ANNEXURE A: Questionnaire 
 
CONFLICT MANAGEMENT QUESTIONAIRE 
The purpose of this questionnaire is to asses the major causes of conflict and 
management style in the workplace in corporate companies in Cape Town. NB! The 
information and personal details supplied will be held in strictest of confidence and 
is for educational purposes only; only the results will be made public. 
Die doel van hierdie vraelys is om die hoofoorsake van konflik in die werksplek en die 
bestuurstyl in korporatiewe besighede in Kaapstad te ewalueer. NB! Die inligting en 
persoonlike besonderhede wat u deurgee sal streng vertroulik gehou word en is vir 
opvoedkundige doeleindes alleenlik; slegs die resultate sal bekend gemaak word. 
INSTRUCTIONS/INSTRUKSIES: 
Section/ Afdeling A & B:  
1. Please answer all the questions / Beantwoord asseblief alle vrae. 
2. Be honest with yourself / Wees eerlik met jouself. 
3. Mark your answers with clear crosses (X)/ Merk jou antwoorde met ‘n duidelike kruise (X). 
Section/ Afdeling C:  
To be completed by supervisors, team leaders, managers and senior management only 
/Hoef slegs deur studieleiers, spanleiers, bestuurders en senior bestuur voltooi word 
Part 1 /Deel 1 
In total there are 15 statements. Each strategy provides a possible strategy for dealing with a 
conflict. Give each a numerical value (i.e., 1=Always, 2=Very often, 3=Sometimes, 4= Not very 
often, 5= rarely, if ever.) Don't answer as you think you should, answer as you actually behave 
In totaal is daar 15 stellings. Elke strategie bied 'n moontlike strategie vir die hantering van 
konflik. 
Gee elkeen 'n numeriese waarde (dws, 1 = altyd, 2 = Baie dikwels, 3 = soms 4 = nie baie 
dikwels, 5 = selde, indien ooit.). Moet nie antwoord soos jy dink jy moet nie, antwoord soos jy 
jou werklik gedra. 
Part 2 /Deel 2 
Please circle the answer Yes Or No only 
Omsirkel slegs die antwoord met Ja Of Nee 
 
NAME/ NAAM: ……………………………………………………………… 
COMPANY/ MAATSKAPPY: ……………………………………………….  
DEPARTMENT / DEPARTEMENT: ……………………………………….. 
 
Thank you for your co-operation and time in completing this questionnaire. 
Baie dankie vir u samewerking en tyd om hierdie vraelysin te vul. 
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A. BIOGRAPHICAL INFORMATION SHEET 
A.BIOGAFIESE INLIGTINGSBLAD 
 
    
 
 
*added German Owambo, 
Hero, Damara/Nama for 
Namibians 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
* For statistic purposes only / Vir stastikieke doeleindes alleenlik 
Age/ Ouderdom 
1 21-30  
2 31-40  
3 41-50  
4 51-60  
5 <60  
Home language/ Huistaal 
1 Afrikaans  
2 English/Engels  
3 Xhosa/Khosa  
4 Zulu/Zulu  
5 Other/Ander:   
Gender/ Geslag 
1 Male/ Manlik   
2 Female/Vroulik  
Marital status/ Huwelikstatus 
1 Single/Enkel  
2 Married/Getroud  
3 Partnership/ Venootskap  
4 Divorced/Geskei  
5 Widow/Widower  
Wewenaar/Wedewee 
 
Education/ Opvoeding 
1 Matric/Matriek  
2 College/Kollege  
3 Technical University/Tegniese 
Universiteit 
 
4 Univerisity /Universiteit  
5 Other/Ander:  
*Race/ Ras  
1 Black/Swart  
2 Coloured/ Kleurling  
3 White/ Blanke  
4 Indian/Indiër  
5 Asian/Asiër  
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A. BIOGRAPHICAL INFORMATION SHEET continued 
A.BIOGAFIESE INLIGTINGSBLAD vervolg 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Position in company/ Posisie in 
maatskappy 
1 General staff/ Algmeene 
personeel 
 
2 Team leader/Spanleier  
3 Manager/Bestuurder  
4 Senior Manager/ Senior 
Bestuurder 
 
Length of service/ Lengte van diens 
1 1-5 Yrs  
2 6-10 Yrs  
3 10-15 Yrs  
4 < 15 Yrs  
Employees who report directly to you/ 
Werkneemers wat direk an jou 
raporteer 
1  None/Geen  
2 1-5  
3  5-10  
4 10-15  
5 15-20  
6  <20  
Employees in department/ 
Werkneemers in departement 
1  1-100   
2 101-500  
3 501-1000  
4 <1001  
Number of employees in organization 
/hoeveelheid werknemers in 
maatskappy 
1 1-100   
2 101-500  
3  501-1000  
4 1001-2500  
5  2500- 5000  
6  <5001  
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B. CONFLICT MANAGEMENT – PART 1 
B. KONFLIKHANTERING – DEEL 1 
 
To what extent do you agree that the 
following 
factors are major causes of conflict? 
 
In watter mate stem u saam dat die volgende 
faktore hoofoorsake van konflik is? 
1 
Strongly 
Disagree 
2 
Disagree
3 
Uncertai
n 
4 
Agree 
5 
Strongly 
Agree 
1.  Favouritism 
Voortrekkery 
     
2.  Lack of open communication 
Gebrek aan vrye kommunikasie 
     
3.  Differing views, cultures and 
backgrounds 
Verskillende sienswyses, kulture en 
agtergrond 
     
4.  Underperformance of team 
Onderprestasie van span 
     
5.  Difficulty in managing subordinate 
expectations/responsibility  
Probleme met die bestuur van 
personeel- verwagtinge / 
verantwoordelikheid 
     
6.  Personality clashes 
Personlikheidsbotsings 
     
7.  Employment Equity 
Werksekwiteit/ Billike Indiensneeming 
     
8.  Poor quality of work 
Swak werksgehalte 
     
9.  Organisational politics 
Organisasiepolitiek 
     
10.  Lack of knowledge and experience 
Gebrek aan kennis en ervaring 
     
11.  Inadequate training 
Onvoldoende opleiding 
     
12.  Work pressures 
Werksdruk 
     
13.  High levels of stress 
Hoë stresvlakke 
     
14.  Job uncertainty 
Werksonsekerheid 
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CONFLICT MANAGEMENT – PART 1 (continued) 
KONFLIKHANTERING – DEEL 1 (vervolg) 
 
To what extent do you agree that the 
following 
factors are major causes of conflict? 
 
In watter mate stem u saam dat die volgende 
faktore hoofoorsake van konflik is? 
1 
Strongl
y 
Disagr
ee 
2 
Disagree
3 
Uncertain 
4 
Agree 
5 
Strongly 
Agree 
15.  Mistrust 
Wantroue 
     
16.  Unrealistic expectations of employees 
Onrealistiese verwagtinge van 
werknemers 
     
17.  Unrealistic expectations of 
management 
Onrealistiese verwagtinge van bestuur 
     
18.  Selective sharing / withholding of 
information 
Selektiewe deling /weerhouding van 
     
19.  Length of decision-making chain 
Lengte van besluitnemingsketting 
     
20.  Too much red tape 
Te veel reëls en regulasies 
     
21.  Insensitive managers 
Onsensitiewe bestuurders 
     
22.  Salary discrepancies 
Salarisongelykhede 
     
23.  Frustration caused by variance in 
standards 
Frustrasie veroorsaak deur verskille in 
standaarde 
     
24.  Hidden ag ndas 
Verskuilde agendas 
     
25.  Unclear objectives and goals, work 
instructions  
Onduidelike doelwitte, 
werksinstruksies 
     
26.  Lack of strategic planning 
Gebrek aan strategiese beplanning 
     
27.  Incompetent managers 
Onbekwame bestuurders 
     
28.  Any other, please specify 
Enige ander, spesifiseer asb. 
 
……………………………………………
………. 
 
……………………………………………
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B. CONFLICT MANAGEMENT – PART 2 
B. KONFLIKHANTEERING – DEEL 2 
 
To what extent do you agree that the following 
problems are experienced in dealing with 
conflict? 
 
In watter mate stem u saam dat die volgende 
probleme in die hantering van konflik ervaar 
word ? 
1 
Strongly 
Disagre
e 
 
2 
Disagree
3 
Uncertai
n 
4 
Agree 
 
5 
Strongly 
Agree 
29. Parties unwillingness to compromise 
Partye se onwilligheid om toegewings te 
maak 
     
30. Management unclear of the cause of 
problems 
Bestuur onduidlik oor die oorsaak van 
     
31. The loss of tempers and the making of 
threats 
Verloor van humeure en maak van 
     
32. Difficulty in managing subordinates 
expectations and responsibility 
Moeilik om die verwagtinge en 
verantwoordlikheid van staf te bestuur 
 
     
33. Lack of interpersonal skills in conflict 
resolution 
Gebrek aan interpersoonlike vaardigheid in 
konflik resolusie 
     
34. The individuals are not honest / hidden 
agendas 
Die betrokke individue is nie eerlik nie / 
verskuilde agendas 
     
35. The inability of individuals to handle 
criticism 
Onvermoë van individue om kritiek te kan 
     
36. Management think that they are always 
right 
Bestuur dink dat hulle altyd reg is 
     
37. Difficulty in getting all the facts 
Moeilik om alle feite te bekom 
     
38. The impact of different cultures and moral 
values Impak van verskillende kulture en 
morele waardes 
     
39. Lack of managerial support 
Gebrek aan bestuursondersteuning 
     
40. Difficulty in remaining positive in conflict 
situations 
Probleme om positief te bly in konflik 
     
41. Seniors avoid conflict situations 
Seniors vermy konflik situasies 
     
42. The parties become emotional and irrational 
Die partye raak emosioneel en irrasioneel 
     
43. Parties are unable to remain objective 
Partye is nie in staat om objektief te bly nie 
     
44. The parties talk to much and don’t solve the 
problem 
Die partye praat te veel en vind nie n 
oplossing nie 
     
 
 
 
 
 
 91 
 
C. CONFLICT MANAGEMENT STYLE   
C. KONFLIKHANTEERING  STYL 
1=Always, 2=Very often, 3=Sometimes, 4= Not very often, 5= rarely, if ever.  
 1 = altyd, 2 = Baie dikwels, 3 = soms 4 = Nie baie dikwels, 5 = selde, indien ooit. 
 
____ a. I argue my case with peers, colleagues and coworkers to demonstrate 
the merits of the position I take. /Ek voer my standpunt met my eweknieë, 
kollegas en medewerkers die meriete van die posisie wat ek inneem. 
 
____ b. I try to reach compromises through negotiation. / Ek probeer 
kompromieë /toegewings te bereik deur middel van onderhandeling 
____ c. I attempt to meet the expectation of others. / Ek probeer om aan die 
verwagtinge van ander te voldoen 
____ d. I seek to investigate issues with others in order to find solutions that are 
mutually acceptable. / Ek probeer die probleme met ander te ondersoek ten 
einde oplossings wat wedersyds aanvaarbaar is te vind. 
 
____ e. I am firm in a resolution when it comes to defending my side of the 
issue. / Ek is oortuig in ‘n resolusie wanneer dit kom by die verdediging van my 
kant van die saak. 
____ f. I try to avoid being singled out, keeping conflict with others to myself. / 
Ek probeer om te verhoed dat ek uitgesonder word, hou konflik met die ander 
vir myself 
____ g. I uphold my solutions to problems. / Ek ondersteun my oplossings vir 
probleme 
____ h. I compromise in order to reach solutions. / Ek kompromie ten einde 
oplossings te bereik. 
____ i. I trade important information with others so that problems can be solved 
together / Ek handel met ander, belangrike inligting sodat probleme saam 
opgelos kan word. 
____ j. I avoid discussing my differences with others. / Ek vermy oor my 
verskille met ander te praat 
____ k. I try to accommodate the wishes of my peers and colleagues. / Ek 
probeer om die wil van my eweknieë en kollegas te akkommodeer. 
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C. CONFLICT MANAGEMENT STYLE continued 
C. KONFLIKHANTEERING STYL vervolg 
1=Always, 2=Very often, 3=Sometimes, 4= Not very often, 5= rarely, if ever.  
 1 = altyd, 2 = Baie dikwels, 3 = soms 4 = Nie baie dikwels, 5 = selde, indien ooit. 
 
____ l. I seek to bring everyone's concerns out into the open in order to resolve 
disputes in the best possible way. / Ek versoek om almal se standpunte in die 
openbaar te bring om geskille in die beste moontlike manier op te los. 
 
____ m. I put forward median positions in an effort to break deadlocks./ Ek bring 
na vore mediale posisies in poging om blokkeering te breek. 
 
____ n. I accept the recommendations of colleagues, peers, and coworkers. / 
Ek aanvaar  
die aanbevelings van kollegas, eweknieë en medewerkers. 
 
____ o. I avoid hard feelings by keeping my disagreements with others to 
myself. Ek vermy harde gevoelens deur my verskille met ander vir myself te 
hou. 
Scoring/ Optelling 
The 15 statements you just read are listed below, under the five categories. 
Each category contains the letters of three statements. Record the number you 
placed next to each statement. Calculate the total under each category.   
Die 15 situasies wat u sopas gelees het, word hieronder gelys onder die vyf 
kategorieë. Elke kategorie bevat die letters van die drie situasies. Hou rekord 
van  die nommers  en plaas langs elke verklaring. Bereken die totaal onder elke 
kategorie. 
Style / Styl    Total 
Competing / Forcing 
Kompeteerend / 
Dwingende 
a. _____ e._____ g. _____ ______ 
Collaborative / 
Samewerkend d. _____ i. _____ l. _____ ______ 
Avoidance / Vermydend f. _____ j. _____ o. _____ ______ 
Accommodative 
/Akkommoderend c._____ k. _____ n. _____ ______ 
Compromising / 
Komprimieserend b. _____ h. _____ m. _____ ______ 
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Results: My dominant style is _______________ (Your LOWEST score) 
and my back-up style is____________________ (Your second Lowest score) 
 
Resultate: My dominante styl is ______________ (Jou LAAGSTE telling)  
 
en my reseveerende styl is___________________ (Jou tweede laagste telling) 
 
Part 2 / Deel 2 
 
Does your company have proper support programmes/structures for managers 
in resolving conflict? Yes/ No 
 
Het u maatskappy goeie ondersteuningsprograme /strukture vir betuurders vir 
die oplossing van konflik? Ja / Nee 
 
Has your company sent you and your team been on conflict management 
course Yes/ No 
 
Het jou maatskappy uself en of u span  op 'n kursus vir konflik bestuur gestuur? 
Ja / Nee 
 
Lastly what would say the overall conflict temperature is in your company? 
 
Ten slotte wat sou sê dat die totale konflik temperatuur in jou maatskappy is? 
 
 
     
 
   
 
    
 
     End / Einde 
Thank you / Baie Dankie 
 
Mild/Maatig 
 
 
Pleasant/Aangenaam 
 
 
Hot/Warm Cold/Koud 
